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Fashion's favounte 

What 15 the point of fashion shows? 
They are very expensive and Few 
people want to buy the dresses, which 
may cost $100,000 or more. But a 
show generates a lot of publidty ancl 
heLp^ to sell cheaper producb with the 
same hrsnd name* Fashion is hig 
business and brinqs economk benefit 
to tnany. Page 35. 




Job-seeking 

The online job-market 

Lots of people now use the internet to 
find jobs. The biggest onLTne job- 
search site is monster.com, founded by 
Jeff TayLor. Ihe monster image and Jeff 
TayLor's unusuaL ideas for marketing 
have made the company a huge 
success. It not only offers a fast and 
efficient service but is fun to use as 
weLL. Page 60. 
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Getting better service 

Americans tompLain more than the 
British and, as a result, it seems they 
get better service. British companies 
don't get much feedback from their 
customers, so they don't know what 
they should do to improve service and 
often perform badly, American 
companies liave developed better 
systems for deaLing with compiaints* 
Page 103. 
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Learning to write weLL in a foreign Language is one of the 
most difficuLt chaLLenges facing the Language Learner. This 
pocket-sized style guide wiLL heLp you find the right vi/ord5 f 
use an appropriate style and write effectiveiy. See inside 
the back cover. 
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Motivation 

The kfds are alL right 

Many companies, especiaLly in the U5, now offer 
games and sports faciLities to attract young people 
to work for them + They wartt a younger workforce 
because the young Learn faster and can accept 
change more easiLy. In the past oLder peopLe took 
aLL the decisions, but now young workers often have 
a Lot of responsibiLity. It means that there is more 
opportunity to have fun and to achieve success 
earty in your worfnng [ffe* 

Page 129. 
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From the author 




I have taught English m eompanies around 
Europe for many years, so I know how 
important it is to learn the language of 
business. As the workplace is becommg more 
and more internationak it is increasingly 
important for people to learn business 
English if they want to succeed. But in 
addition to the language, it is important to 
be familiar with key business concepts and 
deveSopments, and to understand how 
business works in different cultures* The 
Economist magazine is a unique resource 
which provides extensive coverage ofnews, 
current trends and the latest ideas from 
around the world. I am delighted to have 
had the opportunity to write Jnteiiigent 
Business in partnership with The Economist. 



Key business concepts 

For the pre-intermediate Coursebook, 1 have tried to 
select topics which cover general business areas such 
as marketingj human resources and production. But 1 
have also chosen topics that reflect the changing 
world of work: working across international borders, 
ofFice etiquette and motivation, for example. Finally, 

I have inciuded one or two rnore speciaiist areas such 
as insurance and technoiogy, which have an 
important role to play in the business worid. Ihe 
result, T hope ? is to give a unique overview of 
business today as well as provtding something of 
interest to everyone. Students wil\ be able to learn 
more about the business worid and, at the sanie time, 



The iTttellig eni Business pre intermediate Coursebook 
is accompanied by a separate Workbook that 
provides comprehensive selt-study language practice. 
There is also the Tntellxgent Business pre-intermediate 
Skiils Book: a task-driven intensive course that 
practises language from the Tnteliigent Business 
syflabus through authentic business tasks. All of these 
components are covered by a single Teacher's Book 



People using the Coursebook and the Skills Book can 
visit the www.intelligent-business.org website which 
contains further mformation on the course, 
downloadable resources, teacher support and 
premium content from the www.economist.com 
website. 



see hovc key language (both spoken and w r ritten) is 
used in real contexts. 

Language development 

Each unit has a centrai theme* Exercises and practical 
activities are developed around this to practise the 
key grammar and voeabulary areas. The Oxreer Skills 
pages develop ianguage fbr communicatioiij and also 
present students with useful strategies that will help 
them to be more eflfectjve in the workplace. At the 
end of each unit is a Dilemmn a problem-solving 
activity which consolidates and recycles whai has 
been learned* 



The aim of Intelligent Business is to make a truly 
contemporary world of business accessible to learners 
ofbusiness English whatever their level ofworld 
and business knowledge. 1 hope you will also find 
that it is both enjoyable and beneficial. 

T ■wish you every success in yourjuture English- 
speaking ivorkmg (ives! 

Christine Johnson 
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Move over game boys 

PAGE 9 

Present simple and continuous 



Activities 
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Career skilis: Explaining your job 
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eynote$ w 

have different activities 
■ * jrk in different ways. Some 

• ipanies manufacture or produce 
j :•>«; others provide services; 
i3ilers seLL goods to the generaL 

• Mtlic Companies employ people to 
i<rfrfor them in many kinds of 
:s. Each person has responsibility 
e specific area of work and a 
; r within the team or group that 
work with. 
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Dilemma: Exporting to Mexico 

PAGE 14 
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What do these companies do? Talk about each company’s activities 
using words from A and B below. 





TOYOTA 



WAL*MART 

_ „ ALWAYS LOW PRICES. 

Microsaft 



create, design, develop, manufacture, market. offer. produce, provide, sell 

L? 

banking services, cars, clothing, electronic goods, food and drink, internet 
services, IT software 



Some companies have a number of different business activities. 
Read the short text beiow about General Electric (GE) and answer 
the questions. 



General Electric 



GE is a diversified technology. media and fmancial services company. 
The company mtssion statement is to create produets that make life 
better: tioiii aircraft engines to industrial machinery to msurance, 
medical technology, television news and plastics. GE operates in more 
than 100 countries and employs more than 300,000 people worldwide. 



Name two more industrv sectors mentioned in the text: Technology ... 
Name two more things that GE produces: Aircraft enginee ... 

How many people work for GE? 

Which word means that GE has many different business activities? 

Work with a partner. Think of a company in your country or town. 
What are its main activities? Does it specialise in one industry sector 
or is it diversified? 
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Read the article about a company ealled Frognation* Underline 
Frognation*s aetivities and put a(prcferound the things that Lynn 
Robson does in her work. 

Read the article again* Are these statements true or false? 

Frognation works on video games that sell in the UK. 

Lynn w T orks mainly in Tokyo. 

Frognation does all the production work to prepare the games for the 
market* 

Lynn knows a lot about japanese culture, 

The video garne industry is growing rapidly. 

Not many women work in the video game industry. 



Move over game boys 




Lynn Robson is a eoTounder of 
Frognation. Thc company creates 
soundtracks and designs and translates 
Japanese video games for the UK market* 
With her partners in Tokyo and her 
international team of designers and 
developers, Lynn creates the video games 
tiiat thousands are playing today. 

Lynn mns the UK office of Frognation. 
whiie her two business partners nin the 
Tokyo officc. Her Japanese computer 
system, and. of course, email makc it 
possiblc to work across borders and time 
zones* 

Frognation represents producers with 
great game ideas and helps them to sdl 



their ideas to Sony or Nintendo in Tokyo, 
Once the games go into developmem, 
Lynn and her team provide advice on 
everything from the mnsic sonndtrack and 
graphics to ihc game programming and 
charactcrs. The result is a new kind of 
video gaine, crdatcd by artists* which 
provides exciting game play. 

Cultural understanding is important, 
When she is in meetings in Japan, Lynn 
gives advice 011 what will work in both 
countries* In the West, Lynn becomes the 
Japan expert, giving dien.ts informatioo 
about Japanese culture. When her 
J apanese partners come to meetings in the 
UK, Lynn helps them to present their ideas 
in thc hest way, and tries to avoid anv 
c u I lu ra I misu nd erstan dings . 

Yideo game sales are sky-rocketing at 
the moment, There are thousands of 
oppoitunities to build careers in tlie video 
ganie industry, but women dont often 
consider gaming as a career. 

Today most video games are created 
by men, and for men. So i.t is no surprise 
that aimost all video games are either 
sports games or shoot-em-ups. 

With more women like lyn n joining 
the video game industry. howevei; things 
could change. 



GLossary 

sotmdtrock music or other sounds 
on a video, film r etc. 

graphks pictures orimages 
designed for a video game. r 
computer program, etc. 

programming writing a computer 
program 

characters the people in a video 

game, film, etc. 

sky-rocketiag going up very fast 

shoot-em-ups vioLent games where 
people shoot and kiil each other 



What do you think are the good things about Lynn Robson’s job? 
What are the bad things? 



What do you think of video games? Do video games usually 
appeal more to men and boys than to women and girls? Why? 
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Match the words 1-5 with the meanings a-e. 



founder 
2 set up 
team 
partner 

run {a business) 

e 



to start a company or organisation 
one of a number of peopie who own 
a business together 
to be responsible for 
a group of people who work 
together to do a job 
someone who starts a company or 
organisation 



Word building 

Jobs 



What do you call someone who works in each of the following areas? 

a technical job - technician 
accounts 

2 art 

3 banking 
economics 
engineering 
music 



Job titles 

Complete the job titles in the sentences. Use a dictionary if necessary. 

A financial aml is someone who analyses the financial markets. 

A financial is someone who gives advice about financial 

services. 

A sales is someone who represents their company and sells 

their products. 

An manager is someone who assists the manager. 

A offers consultancy services to management. 

A 'is someone who develops software. 

A is someone who produces films. 
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Present simple and continuous 

Match the examples with the rules below. 

Lynn runs the office of Frognation, 

Video game sales are sky-rocketing at the moment. 

Lynn frequently travels to Japan for meetings. 

Lynn is working at home this week. 

Use the present simple to describe: 
regular or routine activities 
permanent or long term situations 

LJse the present continuous to describe: 
something happening now 
a temporary situation 

Choose the correct altematives in italics. 

We usually use the present simple / continuous with these expressions: 
normally everv day often sometimes frequently 
We usually use the present simple / continuous with these expressions: 
at the moment now this week currently 

For niore informatiQn, see paQe 157. 




Choose the correct verb forms in itnlics to complete the text. 

We're ail accountants and we hvork / are working for a telecommunications 
company in the finance department. We 2 sit / are sitting at our FCs in the 
office every day and 3 cJted? / are cheching the invoices and payments. But 
this week is different: we *attend / are attending a training course. The 
company 5 currently cJinuges / is currently cjmnging to a new accounting 
system, and this week, we 6 learn / are leaming all about it. So at the 
moment, we J sttn j / are staying at a big hotel in the mountains. It’s 
wonderful! When we’re at home, we usually E spenri / are spending the 
evenings cooking and cleaning fbr our families. But here, there’s an excellent 
restaurant and we can relax and have a laugh together. 




Complete the text with the correct forms of the verbs in brackets. 

My working day ('start) with a long journey to the office - 

usually over an hour on a crowded train. The Hrst event of a typicai day is 

the regular morning meeting. Our managers fgive) updates on 

the department’s progress. After that, ifs a long, hard day of work. You can 

see me at work in this photo - 1 ( 2 give) a presentation to my 

colleagues. I often (’stay) in the office until 9 or lOpm. But this is 

the old way, Now, things fbegin) to change. Young people 

f refuse) to work long hours. They fdemand) more 

leisure time and freedom. 



Describe your daily or weekly routine activities to a partner. 

Describe any special projects you are working on at the moment, or 
any special events in your personal life. 
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How to write emails 




Anna Davidson, a training manager and expert in business 
communication, talks abuut virtual teams: intemational teams 
which communicate mainly by email. Listen to the first part. 
What are the advantages and disadvantages of using email to 
communicate with colleagues in other countries? 



Which of the following are most important when writing to a 
colleague in another country? Discuss your ideas with a partner. 

Tell your colleagues about yourself. 

Only write about work. 

Keep your message very short. 

If there is a problem, explain it carefully. 

Use polite phrases. 



Now listen to the second part of Anna Davidson’s talk. Tick the 
points above which she recommends. 



Read two examples of an ematl from a Japanese designer to his 
London colleagues about the text for a new webpage. Which one 
follows Anna Davidson’s recommendations? 




'T'jReply All jjjf ^ K Fnliov Up. T 




Tfls Jack F-jlds j 

Subi&cii text for n ew lMebpsgo 


Hl ! 

! Thanks very much for sending the text. lt lcoks ven/ 

interesting. Unfortunatety weVe havirrg some probiems wrth 
it. It \s 3 little bit long. In our experiersce, the users are not 
very happy to read more than 60 to 70 words, We think it 
may be better to cut the text. What do you think? 


I 


We are taking a short break now - we're going out to the 
konveni for an onigiri (that means: we f re gomg co the store 
for a rice snack!) 




Best regards 
Takeshi 





1 V r : — ; — 

l li i 


. G £ 




hd 5? 




fen jack Folds 

SLibtcd: :;ext for nev; webpage 


WeTe having problems with your text - it J s too iong. 
You need to cut it. 




1 


Takeshi 







Tracey Smith, a colleague in another country, has sent you a sample 
page for a new website deslgn. You want to make the fbllowing 
comment about it: 

There’s a problem with the new website design. The colours are too dark. It’s 
difficult to read the text. Tracey needs to find new colours. 

Write an email to Tracey Smith. Follow one of the examples above 
and make the comment more friendly and polite. Decide how to 
start and end the email. End the message with a little ‘conversation’ 
as Takeshi does in Example A above. 
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Career skills 




Explaining your job 

Whsn you introduce yourself, it is common to say something about your job 
and where you work. Look atthe foLlowing phrases. Match each phrase with a 
question a-d. 

1 I'm a ... (graphics designer) 

2 I work as a ... (consuitant) 

3 I work for ... (a media company) 

4 We provide ... (web design services) 

5 Tm respons iblefor... (project management / m anagi ng p rojects) 

6 My main role is to ... (meet with clients, seil ourservices) 

a What kind ofcompany do you work for ? 
b What does your company do ? 
c What do you do in yourjob? 

What's yourjob? 




= Listen to four people explaining their job and job activities. 

Match the jobs, companies and main activities with the person. 



Person 


Job 


Company 


Main activity 


0 Laf 


Lawyer 


Paper manufacturer 


manages IT systems 


Rania 


Accountant 


Finance house 


meets dients 


Da The 


Project Manager 


Mobile phone company 


deaLs with payments 


Jaana 


Systems DeveLoper 


TraveL company 


checks contracts 



Listen again. What other activities does each person do? 

Which of the above phrases does each person use? Tick the 
phrases you heard. Then listen again and check. 

Imagine you are Olaf, Rania, Da The or jaana. Jntroduce 
yourself to your partner. Explain your job, company and job 
activitics. 

Work with a partner. You should each choose a different 
company and job for yourself. Practise asking and answering 
questions a-d above. 



Greeting people 

How do you greet a new contact or colleague in your country? In business, 
do you usually shake hands? When? Is it OK to use first names with 
someone you don’t know? These things mav be difFerent in other cuitures. 
Can you give any examples from your own experience? 
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Dilem 




ecision 



DiLemma: Exporting to Mexico 



Decision: 



Brief 

A British company, Systcmax, manufactures and selis laboratory 
equipment to three main regions: Europe, North America and Asia 
Pacific. Systemax is entering a new export market in Mexico. Sales in 
Mexico are smali at the moment, but the company expeets a big increase 
in the next two years and hopes to expand further into South America 
during the next five years. Systemax has two export managers for the 
main regions: 

George johnstone, North America; Linda McCade, Europe. 

* Now someone has to take responsibility for exports to Mexico. Is it better 
to give extra responsibility to George Johnstone or to Linda McCade? Or 
perhaps the company needs to fmd a third export lnanager? 

The extra responsibility means traveliing to Mexico (and in future, to 
countries in South America) several times a year and building good 
relationships with customers there. Mexico has a border with the US 
andj m terms of geography, could be part of the North America region, 
But its culture is very difFerent from the US culture. it is in ma ny ways 
more similar to the culture of Spain, 



You are the Systemax directors and have to decide, Consider: 

* What abiiities and experience do George and Linda have? 

* How much time does each have for extra responsibilities? 

* Are they ready to increase the amount of travci abroad? 

Task 1 

Work in two groups. Look for the answers to the three questions above. 
Find out more about George Johnstone. Turn to page 137. 

Find out more about Linda McCade. Turn to p agel40. 

Task 2 

Work in new groups of 4-6. Half of each group should be from Group A 
and half from Group B. Teli the others what information you have about 
George Johnstone or Linda McCade. Discuss the information and decide 
if it is a good idea to give extra responsibility io either George or Linda. 
Or you may decide to look for a third export manager. 






isten to Alistair Cross, a 
director of Systemax. Alistair 
explains the companys 
decision regarding 
responsibility for exports to 
Mexico. 






Systemax 

■fcreign saLes of taboratdry equipment by region 




North Amerfca -I 

*— Asia Pacifvc Europs — 



* Write it up 

Write an email to either George johnstone or Linda McCade, offering 
him/her the job and explaining why. Use these words in your email: 
Vm writing to teil you ihat we would Ufee to offer you thejob of ... 
We think you are the nght personfor t/tis job hecause ... 
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Keynotes 



.'iformation technology (IT) makes it easy to 
rtore huge amounts of data, or information, 

:n computer databases. Companies and 
mganisations collect information about people 
the time. Companies conduct research into 
reopLe's buying habits so that they can 
•mprove their marketing. Organisations coLLect 
:ata for surveiUance purposes: to help stop 
riminal activity and increase security. 
Sameone somewhere is recording nearLy 
everything we do. 







Why do companies collect data? What kind of data do they collect? 

Cornpaniee collect market re&earch data to improvs their marketing. 



Listening 1 © 




Listen to three people who have to collect and tmanage data in 
their work. Match the people 1-3 with what they do a-c. 



Amy 


a 


searches for information on the internet 


Bob 


b 


stores records in a database 


Carla 


c 


writes market research reports 



Listen again and answer the questions. 

Why is it useful to coilect infonnation about customers’ buying habiis? 
What are the three questions Bob has to answer in his work? 

Who uses Bob’s reports? 

What is Carla’s job and what does she tr}' to do? 

Does Carla always use the same suppliers? 

Complete the sentences with these words. Listen and check. 



browse enters keeps manages uses updates 



Amv manapes customer data and records of customers. 

2 She data in the customer database. 

Bob collects data about people who the company website. 

Carla search engines to find new products and suppliers. 

Sfie the files with new information. 







Companies can now collect detailed information about us. Which of 
these things are you happy about? Are they necessary? 

Other people can read your emails, 

Mobile phone companies can nionitor your calls. 

Video cameras in the streel film you. 

Companies collect details of your shopping habits, 

Airlines can eheck youT personal records before you fly. 

Read the article on the opposite page quickiy and choose the 
sentence which best summarises the main idea. 

New technology is helping to find internet criminais. 

It is difficult to store a lot of data. 

Modern life is not very private. 

Read the article again and answer the following questions. 

How do companies collect information about people who visit websites? 
How can organisations find out where we go? 

What are some of the new developments in surveillance technology? 
What four advantages of surveillance technology are mentioned? 

What do most people think about having so much surveillance? 
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The internet society 

No hiding place 



The protection of privacy wili bc a huge problcni for thc intemet society 



A cookie is a smali file that a 
. company can send to your 
computer when you visit the compan/s 
website. It tells them a lot about vour 
browsing habits* LJsing the web without 
them is nearly impossible. DoubieClick, 
an advertrsing company, has agreements 
with over 11,000 websites and maintains 
cookies on 100 million users to get 
information about them for marketing, 
Offline, the sxory is the same. VVhen 
you turn on a mobile phone, the phone 
company can monitor cails and also 
record the location of the phone. We use 
more and more electronic systems for 
tickets, and fbr access ro buildings. It is 
becoming common for employers to 
monitor employees 1 telephone calls, 
voicemail, email and computer use, 

The use of video surveUlance cameras 
is also growing. Britain has about 1.5 
million cameras ln public places (for 
example, airports, shopping malls and 



public buildings). The average Briton is 
reeorded bv CCTV cameras 300 times a 
day. With digital cameras we can collect, 
store and analyse millions of images. 

And this is only the begmning. 
Engineers are now developing cameras 
that can Lt see" through clothing. walls or 
cars* Satellites can recognise objects only 
one metre across. We can atfach tracking 
chips to products or people, 

N' e w te c h no 1 o gy o ffe rs s u bs ta n t i al 
benefits • more security against terrorists 
and criminals, higher productivity at 
work, a wider selection of products, 
more convenience. We are ready to give 
more personal infbrmation beeause we 
want the benefits. 

But all this monitoring generates a 
m ou n ta i n of data a bou t us. S u rvei 1 la n ce 
is everywhere in our society, often with- 
out our knowledge. Most people hate 
the idea but they don't know how to 
stop it. ■ 



Glossary 

CCTV cameras dosed circuit 
teLevision cameras - police and 
security staff can watch the fi Lm 
and foLLow peopieb movements 

tracking chips microchips that use 
radio signah to find the exact 
Location of someone orsomething 



Tht* 

Ecoaomist 



Who do you think benefits most from surveillance? GovemmentSj 
companies or individuals? What are the dangers of too much 
surveillance? 
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r 



Llsing the internet 



Match the words 1-8 with the pictures a-h. 




S website 

online shopping 

screen 

keyword 



search engine 
password 
mouse 
dick 



Compiete the text with a suitable word or phrase from exercise 1. 

Wtien you want to find information on the web, it is helpful to use a 

J such as Googlc or AltaVista. You type in a 1 or 

phrase, 3 on ‘GO’ and a list of ■ appears on your 

computer 1 . Many peopie use the web for f or 

banking. This means they have to enter private information such as credit 
card numbers or bank details, so the website must be very secure. To enter a 
secure site, you usually need to enter your username and a ; . 

Vocabulary 2 Quantity and number 

Put the foliowing words and phrases in the correcf group. 

a bit of a few huge miltions a mountain of 
subsiantial tiny wide enormous a fraction 

Large / a tot Smatt / not many 



Match the numerical expressions 1-5 with the descriptions a-e. 



0.5 



frequency. how often something happens 



1 metre wide 
millions (of ...} 
300 times a day 
a quarter 



a deeimal 
a fraction 

a huge number - we don T t know how 
many 

the size of something 
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Listening 2 © Numbers 



Listen to Bob from Listening 1 on page 16 describing a report about 
his company’s website. Write the numbers you hear. 



. httpE/Vwww.stitjpgflcess.Cflfflfadmln/Webstats 




SS 



ToEial hits this week; __ 

Average tlme per session; 

Average number of page views per 
session: 

Number of hits per page; 

Products page; 

Offers page: 



Breakdown of traffic by contsnent; 

North America: per cent 

Europe: per cent 



Say the numbcrs. Then listen and check. 



1 


a 


815 


b 


10,000 


c 


4,905 


2 


a 


3.2 


b 


10.98 


C 


15361 


3 


a 


Vs 


D 


'h 


C 


7? 


4 


a 


2% 


b 


48% 


C 


913% 


5 


a 


£102 


b 


4,000 USD 


C 


€9m 



Listen to Sandra Raveil giving advice on how to manage data 
and answer the questions. 

She names three kinds of people who need to manage large amounts of 
infbrrnation. Who are they? 

Why is it important to manage information well? 



Listen again and complete the notes with the missing words. 



1 : Decide how to 1 your filing 

system 

- What are the main 2 of 

information that you deal with? 

- What sub- 3 ? 

Step 2: Create 4 for each kind of 

material 

- Gtve your files helpful names 



Step 3: Arrange your files for easy 5 

- Create a short-cut to files that you use often 

- Keep most important files at the 

5 of the fiiing area 

Keep your filing system 7 

- File new information as soon as you get il 

- E or throw away old material 

- s your system often: does it work 

for you? 



Work with a partner. Tell each other what systems you use for 
recording and storing English vocabulary. 
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CountabLe and uncountable 

Which of the fbllowing nouns in bold are countable (C) and 
which are uncountabie (U)? 

Do you have any statistics on web users? 

We bave a lot of information about shopping on the internet 
Some people disiike shopping on the internet. 

Do vou have many customers in the US? 

We don’t have much time lo analyse all the data. 

Do you use much surveillance equipment in your company? 
There’s a camera in reception, 

We can 7 t give you any advice on security. 

The company doesiVt have any problems with security. 

This website doesn't have many pages. 





Match the sentences above with the rules. Write countoble noims, 
uncmmtoble nouns or both. 


Positive sentences 


Negative sentences 


Questions 


Usg a or anv with sinauLar 1 


Use anv with 4 and with 

in the pLuraL 


Use any with uncountable nouns and 
R in the pluraL 


Use some with all uncourttabLe 
nouns and with 2 in the olurai. 


Use much with “ . 


LJse much with 9 


Use a lot ofw ith J 


Ike mnnv with 7 


Use manv with 10 



Note: In offers and requests, we usually use some, not orry, 

Cartyou brin$ me aome water? (request) WouM you !ike eome coffeet (offer) 

For more information, see page 157, 



Complete the conversations with a / some / any. 

Can you send me 1 information about the hotek please? 

fm afraid we don’t have leaflets here, If you go to their 

website, you can fmd ' __ details there. 

Are there 4 messages for me? 

B There’s s message for you on your desk. 

Complete the conversation with a lot of / much / mcmy. 

Do you get 1 useful information from your web report? 

Yes, the repon gives us 2 interesting data. For example, we 

know that people in the US visit our website. But we don't 

have 4 hits from people in Australia. 

Work with a partner, Ask questions about a region, town or 
company that he/she knows. Answer your partner’s questions. 

How many peopie Uve in ... ? Are there any good restaurants? 
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: ee skilis Checking information 



Numbers are everywhere in business, Sometimes it is important to Listen and 
write down a precise number, You need to cbeck that you have got the number 
correct, especially on the teLephone. Here are some useful expressions for 
checking: 

Sorry - 1 didn't catdi that Do you mean ... ? 

Can you repeat it , please ? Sorry ; can I just: check ... ? 

Did you say ? Sorry - did you say ... ? 

Sometimes it is enough to give approximate numbers. For exarnpLe, we can say: 
about half a million just under a thousand over two miLLion 





Listen to two people talking about intemet stafistics on the 
phone Write the precise or approximate numbers you hear. 

Number of people online worldwide: 

Percentage of people online in Europe: 

3 Number of people online in Europe: 

Time each person spends browsing: 

listen again. Tick the expressions from the list above that speaker 
A uses to check the figures. 

Speaki Work in pairs. You are going to give each other some customer data. 
Student A give Student B this infonmation. Write the infbrmation 
that Student B gfves you. Student B tum to page 140. 

Name: Jane Doe Age: 35 Drives 15,400 kilometres a year 

Salarv: $69,950 a year Works in a company with 1,568 

Car: expects to spend $18,000 on next car employees 

Spends 1.4% of salary on clothes 



Cuitiire Are you precise or approximate? 

lf someone asks you the time, do you give a precise answer (for example, Tfs 
fwo minutes past ten 1 ) or an approximate answer (Ten o'clock 5 )? Tn some 
cultures, people think it is important to give precise numbers. These things 
are not so important in other cultures. 
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DiLemma: Buy it now! 



Decision: 



Brief 

eBav, the online auetion site, wants to expancl. The best way is to set up 
operations in other countries like. India, It has over a billion people and 
could be the biggest market in the world in the future. But how many 
people there have access to the internet? Are they ready for online 
shopping? Are there other online auction companies? How easy is it for 
a foreign company to enter the market? 

eBay is asking you 5 a group of market researchers, to find out about 
India. Should eBay enter the market in India? 



Task 1 

Work in small groups, What information do you need to help eBay make 
its decision? Look at the areas below and prepare a list of questions. 

Access to the internet numbers? 

How many people h$ve sccs&& tothe internet in Ihdia? 

Where (home, school, intemet cafe)? 

Wlio (students, young professionals, families 

For what purpose (emaik shopping, entertainment ...)? 

Technical problems (connections, phone lines)? 

Payirig for goods (credit cards)? 

Competition (from other online auction companies m India)? 

Task 2 

Work in two groups. Find out the answers to some of the questions i 
Task L Group A turn to page 137, Group B turn to page 140. 



Task 3 

Work in new groups of 4-6. Haif of each group should be 
from Group A and half from Group B. Practise asking and 
answerind yo u r qu es ti o n s . 

Task 4 

Now discuss the information you found out in Task 3. Is it a 
good idea for eBay to set up operations in India or not? 

Wnte it up 

Write the conclusion of a market report for eBay, which gi\ r es 
the findings of the market research on India. In your 
conclusion, give your decision and explain the reasons for it 
Concltmon; 

Toking ia.il tkese fac ts into considemticwu we believe that f!u- 
hest dedsion is ... because ... 



Now listen to Deepak 
Gupta, an expert in 
e-comrnerce in India, 
explaining the decision 
that eBay took. 



Useful phrases 

How many peopte ... ? 
Where do they ttsuaLly - 
Do they ... ? 

Is there any . . . ? 

Are there any ... ? 
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Etiquette 
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Office workers 'admit being rude' 
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Offers and requests 
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Dilemma: A workplace butly 
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Bad manners 
at work 



<eynotes 

Hrquette is the name 
*€ give to the rules 
' oeing polite in a 
::ral group. Business 
-rojette is important 
■: ' teople who often 
*: 5 to make new 
mtacts and brn'Ld 
e.ationships in their 
m: 'K. Politeness can 
3- JC heLp to improve 
■t working 
.ironment for 
::.e in the same 
— :e. Some cultures 
w~- situations are 
".■mal, which means 
-■ ,ve have to foLtow 
. ::: other cuLtures 
w : s ; tuat.ions are 
- informal. 






Preview Politeness at work 



Discuss these examples of bad manners. Which ones do you 
think are especialiy bad? Why? 

arriving late for a meeting 

ignoring peopie when you meet them 

shouting an order at someone 

not apoiogising if you offend someone 

being rude to people who oflfer to help you 

using bad language 

What other exampies of good or had manners can you think of? 
Work in small groups and make two lists. Then compare your lists 
with other groups* Do you all have the sarne opiniom about 
politeness? 

C 1 Janet Stubbs, a professor 

of communication, talks about 
politeness in the workplace. 

Listen to part one and complete 
what she says. 

Politeness is about showing 

for others. 

It means thinking about other 
people's ____ . 

Listen to part two and answer the questions. 

Who are we usually polite to in a business environment? Give two 
examples. 

Wliy is it better if managers show respect for their workers? 

Complete the extracts with words from the box. Then listen to 
part two again and check. 

hierarchy rules status subordinates 

In formal situations, ir is a good idea to follow standard __ 

when making new contacts. 

Politeness is oflten linked to , 

We are more polite to people who are above us in the organisational 




Read the article on the opposite page and find six examples of 
bad manners. Which three examples of bad manners is the 
company in the article ttying to stop? 



24 m Unit 3 



Read the article again and answer the following questions. 

What reason do office workers give for their bad manners? 

Why is it impoiite to answer a mobile phone during a meeting? 
Are people today more polite than they were 20 years ago? 

What are some organisations doing to improve workers' manners? 
What are the benefits of avoiding bad manners at work? 



Office workers 
admit being rude’ 



M05T office workers say they are 
rude or bad-mannered at work. Two 
out of three workers reguEarly arrive 
;ate for meetings, most ignore 
emails and three out of four use bad 
anguage. In a survey of 1,000 
.orkers, tw'o-thirds say that 
pressure of work is the reason for 
thetr bad manners. 

Other common examples of bad 
office etiquette include ignoring 
coEieagues and answering mobile 
:'one calis during meetings. Using 
^obile phones in meetings is 
mpohte and distracts others, 
"esearch by the University of Surrey 
shows. tf you respond to a cail when 
st-aking to somebody, it means that 
- r^one cal I is more important 
T~z~ :~e person, the survey said. If 
_ snswer a cail during a meeting, 
I ::uld mean that you think the 
- ig is not importanf. 

V JacobSj managing director of 
ce Angels, a recrultment firm, 
says it is easy tor people to forget 
their manners in the working 
environment, which is often very 
informal and very busy. Workers can 
forget proper etiquette such as 



introducing people at meetings, and 
this is often bad for working 
relationships. 

Psychologist Dr Colin Giil 
beiieves that people are not as 
polite as they were twenty years ago. 
He said: ‘Courtesy is no ionger 
something that is so much 
respected in our society/ People 
think it Es ‘stuffy to be polite or 
formal. 1 

Now some organisations are 
actually investing money in training 
their junior managers to be polife. 
Gffice Angels is encouraging 
people to arrive on fime for 
meetings, turn off mobile phones 
and avoid bad language. 'Avolding 
bad manners at work is such a 
simple thing to do, ! Mr Jacobs says, 
k and it can have a dramatic impact 
on improving your working 
environment and your relationships 
with others.' 




Glossary 

distroct stop people paying 
attenfion 

stuffy old fashioned, bori ng r not 
friendly 



Do you have experience of the bad manners described in the 
article? How do you feel when other people show bad manners? 

Do you agree that ‘courtesy is no longer respected’ and ‘it's stuffy 
to be polite’? Why? / Why not? 



What is considered bad manners in Turkey? 



Unit 3 ■ 25 



Complete the text with these words from the article. 

admit avoid ignore introduce invest 
improve respond 

A recruitment firm gives this advice to new workers: 

It is important to time in your relationships with others at 

work, Get to know the people who work near you : 2 yourself to 

them and tell them somethmg ahout yourself If people ask for your help 3 

always 3 positiveiy. Dorvt 4 emails or phone calls just 

because you are busy. If you make a mistake, it is better to ■ 

it and then apologise. When things go wrong ? stay calm and b 
shouting and ustng bad language. Remember, good manners help to 

7 . vour working environment, and yoti wtll find you can enjoy 

your work more. 



Look at the following groups of words. Which word does not belong 
in each group? 

mde, stuify, bad-manneved. impolite 
courtesy, politeness, etiquette, impact 
communicate, answer, repiy, respond 
regularly, commonly, rarely, often 

Prefixes 

Add the following prefixes to the adjecttves below to make words 
with the opposite meaning. Use a dictionary if necessary. 



un- in- 


dis- im- 






formal 


polite 


friendly 


respectful 


satisfied 


practical 


efficient 


patient 


honest 


considerate 


important 


appropriate 



Use words from exerct.se 1 to complete the definitions. 

Someone who is bad-mannered is impolite . 

SOTneowe. \ nV\o ... 

... doesn’t teli the truth is _____ , 

... wants to do things in a hurrv and fmish quickly is 

... doesn't like other people and doesn’t want to taik is 

... works slowly and doesn’t do the.tr job well is 

... doesn’t think about other people’s needs or wislres is 

... isn’t happy with the way things happened is 




o Business etiquette in other cultures 

l.isten to three people describtng business 
etiquette in their cities - Sydney, London 
and New York - and answer the questions. 



ln which city ... 

... do people like to be informal? 

... are people vety competitive? 

... are things changing? 

Listen again, make notes and complete the table. 

Sydrtey London NewYork 

Breakfast meetings common - 8am 
Panctuatity important 

Dress 
Lunch 

What do people talk business 



about outside work? 



Are husincss people in your country easy-going or more formal? 
What do they usually wear to work? 

Do most business people in your country have a long lunch at a 
restaurant or do they eat a quick sandwich? 



Write an email to a friend in Sydney, London or New York who is 
planning to come to your country on business. Look at the 
information in the table above. Tell him or her about any practices 
that are different in your two countries. 
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Offers and requests 

Tick the most informal expression in each group below. 



Tick the responses that mean "no\ What words do we sometimes 
use to avoid saying ‘no*? 



Offers 


Responses 


Can I he!p you? 

Let me carty your bags for you, 
Wotild you like a coffee? 

Do you want some sugar? 

I could make a copy for you. 


Yes ? Lm looking for Mr Jones. 
Thanks - tliafs very kind of yoUv 
JSlot just now 3 thanks. 

I don 5 t take sugar, thanks. 

Thanks, but I don’f really need one. 


Requests 


Responses 


Can you phone me tomorrow? 
Could 1 have some water, please? 
Would you please check the figures? 
Could you give me some directions, 
please? 


Jt’s a bit difficult. fm very busy. 
Yes, of course. 

Yes, no problem, 

Fm sorry. J don’t know this place 
very welk 


Foi itiore ihL-u-r-iduii. see pacie 158. 



f 




Choose the most appropriate words in italics. 

Can J / J want to see the photos? 

Do you i mnt that l / Can l help you with your hags? 

Could I / Let me borrow your magazine to read? 

Could you / Wotdd ifou like to sit down? 

Would J / Couid I have some more milk, please? 

You could / Could you open the door for me f please? 

Can you / Pleuse give me vour piione number? 

Rising intonation / is more polite for requests and offers. Falling 
intonation^X sounds like an order. Listen to six examples, Decide if 
each one is a request (R) or an order (O), 

1 2 3 4 5 6 



How could you refuse these offevs and requests poHtely, wrthout 
using the word ‘no 5 ? Discuss your ideas with a partner. 

Can J phone you at 10 o’dock tonight? 

Would you like to try some of our English heer? 

Could you give ine your report today, please? 

Let me show you around our factory* 

Could vou teil me about the history of your town? 

Do you want a lift to the airport? 



n Work in pairs. You are going to ask each other for help. Student 
A tum to page 137. Student B tum to page 141. 

Role-play similar situations with your partner. 



arser $SdUs 



Being poiite 






Match the polite phrases 1-6 with the repLies a-f. 


1 


Can I introduce my coUeogue ? 
This is Jane Duncan. 


£J 


No problem. You're welcome . 


2 


I'm really sorry about my mistake. 


b 


That woutd be very nke . Thankyou! 


3 


Thanks very much for your help. 


c 


Thafs all right. Don't worry about it 


4 


Would you iike tojoin us for iunch? 


d 


Tm giad you enjoyed it. 


5 


Is it OK to smoke in here? 


e 


Pleased to meetyou. 


6 


Thanksfor a very nice lunch . 


f 


Tm sorry. It isnf allowed. 



r f Listen to six short conversations. How does the second person 
' ' reply in each situation? Choosc the eorrect description in itftlics. 

John points out a mistake. jane apologises / doesn’t apologise tbr it. 
jack invites Barbara to dinner. Barbara accepts / rejitses the invitation. 

John introduces Caroline Day to Barbara. Barbara fenavvs / doesn’t know 
her. 

Jack asks if he is allowed to park in front of the office. Jane says that he 
can / ctm’t. 

Barbara gives Jane a gift. Jane likes / doe.snt like it. 

Jack helped John to arrange his travel. It-wos / wcim't a problem forjack. 

Listen again and underline the phrases in thc table above that 
the speakers use. 

* 

Work in small groups. Take tums to role-play the following 
situations: 

A business partner from the UK comes to visit you in your office. 
Introduce your colleagues. 

Invite your visitor to a local football match this evening. 

You are the visitor. You want to know if you can smoke in the office* 

Your colleague heiped you to prepare the conference roorn fbr a meeting. 
Say thank you. 

You spifl coffee on a document that your colleague is reading. Apologise. 

You are a visitor from abroad. Your business partner takes you to the 
airpoit to catch your flight home. Say thank you. 



& st Being direct 

When you make requests in your country, do you use a lot of polite phrases, 
or do you just say directly what you want? in some cuitures, peopie prefer to 
be direct. For example, they rnay go into a restaurant and say: ‘I want to see 
the menu!’ In other cultures, peopie think it is irapoiite to be so direct. They 
might say: ‘Do you think we could possibly have a look at the menu, 
please?' 
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Dilemma: A workplace bully 



Decision: 



Brief 

Elizabeth works for a computer company. At first 5 she liked the job and 
believed that she could do ii welk But now she has a problem: her team 
leader, Valma, is a bully. Valma seems to dislike Elizabeth. She always 
finds problems with her work If Elizabeth makes a small mistake, she 
shouts at her in front of her colleagues: ‘Whafs wrong with you? Areyou 
stupid?' She doesrft talk to the other team members in this way. She 
gives Elizabeth all the most boring and difficult tasks to do. Elizabeth 
wants to go on a training course. She wants to specialise and be able to 
do more interesting work. But Valma alwavs fmds a reason to stop her. 
She tells her she has no ability. Elizabeth feels tired and slressed, She is 
starting to believe that she really is stupid, VVhat should Elizabeth do? 

She has four options: 

• talk to her coheagues about it 

• talk to Valma herself 

■ report the bullying to a senior ma nager in the company 

• leave the job 



^^^Now listen to Gary Robinson, 
a business psychologist, giving 
his opinion about Elizabetfrs 
situation. 



Task 1 

To find a good solution, It is helpful to understand why 
someone is a bully, There are ihree main types of btilly, 
Read about one of these types, Work in three groups. 
Group A turn to page 141. G roup B turn to page 143. 
Group C turn to page 144. 



Task 2 

Form groups of three: one person from each group, A ? B 
and C above. Take turns to describe one type of bully to 
your partners. Which description do you think best 
matches Valma? Using the infbrmation about this type 
of bully 3 decide on the best option for Elizabeth. Of 
course, she can try more than one option, But which 
one is not such a good solution? Why? 

Write ft up 

Write a friendly email to Elizabeth. Explain why you 
think Valma is bullying Ehzabeth. Tell her what she 
should do. 
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Review 1 



Language check 

Complete the sentences with the correct 
form of the present simple or continuous. 

Mark is a market research assistant: he 

(analyse) market data. 

Today is a holidayand Mark isn’t in the 

office. He (play) football. 

Mark (play) fbotball twice a week. 

Currently, Mark and his colleagues (work) 

on a special project. 

They (conduct) market research 

for a new sports magazine calied Goni! 

Young men (read) the magazine. 

Gonl! has a problem at the moment: Not 
many people (buy) the magazine. 

Mark thinks that this is because men (not 
read) magazines veiy often. 

Compiete the text with the best option a-c. 

Nowadays, : people are rich. But the 

rich are.n’i aiways happy. People who have 

' money don’t want to be without it, 

but they can have } big probiems 

sometimes. They ofren don’t have 
close relationships. 

Sports stars and entertainers may have r ’ 

hard life because they spend 1 time 

away from friends and family. Twenty-nine-year- 
oids in Silicon Valley who don’t need to work 

any more often feel that there isn’t ? 

purpose to their life. It may sound strange, but 

there aren’t :: young people who want to 

spend theirwhole life playing games. 



a lot of 


much 


any 


many 


much 


a lot of 


any 


some 


much 


sonie 


many 


rrmch 


some 


any 


a 


a lot of 


rnany 


any 


a 


some 


many 


much 


many 


some 



Which offer or request 1-6 matches both 
responses a-fr 

Would you like a drink? 

Let me show you our new offices. 

Can I post your letters for you? 

Could you give me Jon’s number, please? 
Would you piease bring me some tea? 

Could I use your office this afternoon? 

That would be nice, but S haven’t got much 
time, I’m afraid. 

Thank you. That would be very interesting. 
I’m sorry, we haven’t got anv. 

Yes, of course. 

Sorry. 1 haven’t got it. 

Yes. Just a moment, it’s on the database, 

Not just now, thanks. 

Just a glass of water, piease. 

It’s a bit difficult. Jackie’s using it. 

Yes, that’s no problem. 

Don’t worry, I can do it myself. 

Oh, thanks very much! 

Choose the correct words in imlics. 

Good affernoon. 'Couiri you / Do yau want 
to give me 2 some / an information about 
flights to Lisbon, please? 3 I like to / I’d like to 
travel on Monday morning at 8 if possible. 

B Monday. OK. “Let me / Can you check. 

There aren’t 5 miy / some fiights at 8, but 
there’s 6 an / sorne earlter fiight at 6:30. 

How much ' does that cost / i s that cost? 

750 euros. 

B That’s *much / al ot! Do you imve / Are you 
hctving any cheaper flights? 

Sorry, not then. There’s a flight at 15:30 on 
Sunday which 10 costs / is costing 280 euros. 

' Can I / Let me get a seat on that flight? 

Yes - but there’s only one seat left! 11 Do you 
want to / Do you fike to book it? 

B Weil, 15 1 wait / Trn wmting to hear from my 
colleague. 

1 14 would / could hold il foryou, ifyou like. 
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Vocabulary check 

Complete the text with these words, 

partners produce run set up founders 

Jack Russell and Ray Fox are the 1 of a 

film company that rnakes cartoon films, The two 

2 ___ know each other from their student 

days. They decided to 3 the company 

after making a video together at university, Now 

they * a big organisation with over five 

hundred employees. They 5 some of the 

best known cartoon films in the business. 

Complete the text with the best option. 

Many companies nowadays use the internet to 

3 goods and services to customers 

1 , Some companies maintain huge 

3 of customer information. Nowadays, 

different organisations collect so much 

4 about us t it is difficult to have any 

5 . We need new 4 to control 

the way we use the niternet, For example, can w r e 

accept ihe activities of online 7 __ who try 

to sell goods by sending out lots of emails that 
people don’t want? Is if OK for companies to 
monitor web-browsing K for example? 

When someone changes jobs, should one 

company pass on their personal <? to the 

new employer? 



1 


a 


give 


manufacture 


offer 


2 


£2 


online 


offiine 


on sale 


% 


a 


databases 


collections 


stores 


4 


s 


source 


data 


research 


5 


a 


status 


productivity 


privacy 


6 


a 


rules 


rulers 


rudeness 


7 


a 


retailers 


researchers 


reporters 


8 


a 


facts 


customs 


habits 


9 


a 


records 


reviews 


videos 



Career skiUs 

Explaining yeur jofe 

Match the sentence halves. 

l’m ... 



I work ... 

i work fbr ... 

I’m responsibte ... 
My main role is ... 



a video production 
company. 

as a product 

manager. 

for sales of music 

videos. 

a sales representative. 
to meet clients and 
sell our products. 



Ch t* cki it q i nform a ti o n 

Complete the dialogue with the questions. 

Do you mean 16 per cent of all Britons? 

Sorry. can you repeat the last number, please? 
Sorry, did you say 16 or 60? 

So thafs about half? 

Sorry, 1 didn’t catch that 



Our survey shows that about 60 per 
cent of Britons use the internet. 



nn- 1 



Spesker 



60 per cent. And 48 per cent use the 
internet for email. 



Ouestiu 

Speaket 



48 per cent use the internet for ernail. 

Questione 3 _ 

Yes, thafs right. About 16 per cent of 



people don’t think the internet is 
useful or interesting. 



Ouesdoner 1 



hpe.T-v; 



Ves, all Brltons, About n per cent 
don’t have enough money to buy a 
computer, But some people just 
disllke new technology - about 7 per 
cent in fact 

p ■ ■ t -;t ! ( :• v : . ■ ‘ 

That was 7 per cent. 

Being poLite 

Complete the dialogues with the phrases. 

for all your help meet you Would you like to 
You’re welcome Is it OK Fm afraid 
would be very nice Can I introduce 

___ my colleague, Patrice 

Cherbourg? 

B Pleased to 



join us at the 

restaurant this evening? 

B That ? thank you. 



Thank you so much 



B 



to use this phone? 



B Fm sorry, it isn't allowed. 

A 1 can’t find the 

details on the computen 
B Don’t worry. I can eheck them later. 
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Unit 4 
Image 



Keynotes 

Image is the gerteral opinion most people have of a company or product. Brand image is the opinion people 
~ave of a brand. A brand usuaiLy has a name, a logo (a symboL) and a design which everyone can easily 
'ecognise and which heLps to identify it. Marketing experts work hard to create brands and promote the brand 
: mage through advertising campaigns. This process of branding is an important part of marketing. Most 
:ustomers feeL happier buying a famous brand than a product they don't knov/. The image of the brand has to 
appeal to the target market. 



Fashion's favourite 

PAGE 35 

Comparatives and superlatives 

PAGE 37 

Career skills: Describing products 

PAG£ 39 
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Brands 



evi ew 



Discuss the following questions in pairs. 



Are luxuiy goods expensive or cheap? Low quality or high quality? 

Inexptnsive and c heap can mean different things, What do you think the 
difference is? 







Do you think goods which are valuefor money are cheap or 
inexpensive? Are they low quality? 



Answer the following questions on identifying brands. 

Look at the brands, Which group does each belong to? Luxury goods or 
value for money? 



Work in pairs. Choose words or phrases to describe the image of each of 
the above brands. 

fun stylish reliable practical fashionable dynamic 
excellent engineering latest technology 



Is fashion important to you? What things have you got with you 
that you could call ‘fashionable 5 ? 




Match the words or phrases 1-5 with the meanings a~e. 



top-end 
haute couture 
off-the-peg 
f&shiGti Iiouse 
designer label 



clothes made in a factory, not specially for 
one person 

the company’s name on the clothes thev 
have designed 

a company that designs, makes and sells 
fashionable clothes 

Lhe most expensive products in a range 

making and selling very expensive clothes, 
espeeially for women 
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; What is the poi nt of top-end fashion?’ Discuss this question 
with a partner then read the article and see what the writer says. 

Read the articie again and answer the questions. 

Why are there only 2,000 customers for haute couture? 

Do fashion houses make a profit from Haute couture? 

What is the tnain advantage of a fashion show? 

Why is Paris the true capitai of fashion? (two reasons) 

Why is the fashion industry good for France? 

Which city competes with France as a centre of fashion? 




Glossary 



Survey: fashion 

Fashion’s favourite 



The high cost of fashion shows is worth eveiy penny to the industiy 



W hat is the point of top-end 
fashion? A n haute couture dress 
can cost more than $100,000. Not 
surpmtngly, th trt are no more than 
2,000 haute couture customers i.n the 
world. The commercial point is that 
haute couture is the tashion house’s loss 
leader. It creates the image of the brund. 
Someone who would never pay $20,000 
for a hand-made dress might pay $1,000 
for an off-the-peg dress with the same 
designer label- — or $50 for its perfumes. 

Fashion shows may be expensive, but 
the publicity they generate works out 
cheaper and more effective than 



spending $B0,000 a page on 
advertisements in the glossy feshion 
magazines, One New York consuhancy 
caleulates that a 2a minute show, which 
could cost up to $500,000, generates as 
m uc h pu b 1 ic i ty^ a s $7m of ad ve rtisi ng in 
Arnerican fashion magazines, Most 
people could never wear the clothes, but 
the idea is to create a buzz. 

The true capital of fashion ls Paris. It 
is home to the. most famous brands, 
and it has the biggest number of 
talented designers. france's fashion and 
luxury-goods industry represents sorne 
2,000 firms, 200,000 jobs and 5% of total 



industnal production, Include ihc textile 
industry, with 60,000 employees and the 
share of industrial activity rise& to 8%. 
With advertismg, graphic design and 
media, it ali adds up to real economic 
weight. And France exports much of this 

OLltpUt. 

Can Paris continue to be thc centre 
of the fashion industry? Ferhaps New 
York, with iis huge domestic market and 
new creatlve taient, will become 
fashion’s centre in the future. But for 
now, the chalienge for everyone is to 
sell: after alf fhshion is a business. ■ 



toss leader a product that is sold at 
a Loss, but encourages people to buy 
more profitabLe products from the 
same company 



gtossy magazine a magazine using 
high quaLity paper with a Lot of 
beautifuL photos 



Tbe 

fcumomisT 



Would you pay more for a designer label? Why? / Why not? 
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The fashion industry 

Choose the best definition for these words and phrases as thev 



are used in the article, 

hand-made 

talented 

3 firms a 

textile industiy 
output 

domestic market 



manufactured 
in a factory 

hard working 

companies or 
small busmesses 

businesses 

manufacturing fabric 

production 

saies abroad 



made without machines 

having a special ability 
groups of workers 

businesses writing texts 

shows 

sales in your own countty 



CompJete the article witb the following words and phrases. 

campaigns famous fashion houses shows 
glossy magazines image publicity wear 



1 , such as Versace 

and Yves Saint Laurent, are choosing 
ceiebrities for their advertising 

* . in the past p supermodels 

like Cindy Crawford were the main stars of 

fashion, Now the 3 are fuil of 

photos of beautifui actors such as Nicole 
Kidman. Louis Vuitton's latest 
advertisements feature the singer Jenniter 



Lopez, and no 4 _ fashion 

models. Newspapers are more interested in 
what film stars ? to the Oscars 

(Academy Awards) than in fashiort 

!> . But peopie in the fashion 

industry stiil say that they cannot do without 

them. They create the 7 . of the 

brand and generate a iot of s . . 



Word building 

Compiete the table with the mtssing words. 



Noun 


Adjective 


Noun 


Adjective 


1 


luxurious 


commerce 


5 


fashion 


2 


economy 


6 


3 


industrial 


fame 


7 


creation 


4 


8 


talented 



How do you pronounce the words in the table? Mark the stress 
in each word. 

iuxwy - luxurious 

Now listen and check your answers. 
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Promoting the image 




Dee Delaney is an independent marketing consultant. You will hear 
her talking about how companies eommunicate the image of their 
brand. Listen and answer the questions. 

Companies don’t just sell products. What more do they sell? 

What three examples does Dee Delaney give of things that peopie buy 
that ‘say something about who you are’? 

What kind of men did Ray-Ban show in the photos in their advertising 
campaign? 

Wiiat kind of people do their customers want to be? 

Is Gap’s StressFree clothing for men or fbr women? 

What two adjectives describe the image of the brand? 



Think of examples of other famous brands. What kind of lifeslyle 
do they sell? How do the advertisements promote the image? 

Comparatlves and superlatives 

Complete the table with the examples in bold in the following 
sentences. 

Fashion shows are cheaper than advertisements. 

Ashow is more effective than advertisements. 

The most famous brands are in Paris. 

Off the-peg elothes are less expensive than hand-made clothes. 

It is easier to copy than to create a new design. 

Paris has the biggest number of talented desigriers. 



5r;e2;dng 



! Language chect 



A Short adjectives 
(one syLlabLe) 

B Short adjectives 
ending in -y 
(one or two syLLabLes) 

C Longer adjectives 
(two or more syLLables) 



Comparative 

adjective + er 



y + ier 

2 

more / tess + adjective 



SuperLative 

the + adjective + est 



the + adjective + est 
the most/ the teast + 



4 



Which of the adjectives are type A and which are type C? 

high fashiqnable beautiful reliable practical 
slow old young 

Write the comparative and superlative forms. 

good 

bad 
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Complete the sentences with os or than. 

The British fashion industry isn’t as important the 

or Italian. 

Advertisements are rnore expensive fashion shows. 

A fashion show generates as mueh publicity an adver: 

campaign. 



Choose the correct words in itnlics in each sentence. 

The US has a Ihgger / more ing domestic market than France. 

An off-the-peg dress is tnore cheaper / cheaper than an haute cocr. -- 
dress. 

There areiVt as many designers in London ihan / as in Paris. 

This year’s designs are prether 1 more pretty than last year. 

John Galliano is one of grentest / fhe grentest designers in the Bnr - - 
fashion industiy. 

I think Stella is most tnlented / more talented than Susan. 

Susan is less creatwe / the least creative of the group. 

The quality of the clothes in the stores is worse / worst than ever bc~ . 
The price in France is the same as j t han in the UK. 

The price in the US is iower / the lower than in the UK 



Complete the text with the comparative or superlative fcrm o - 
the adjectives in brackets. 



Giorgio Armani, founder of the Armani Group agrees that the last year / - 

been tiie ('bad) for many years for fashion and luxury goods 

companies. When the economy is down, people don’t wanl to spend mcrfi 

Now, things are slowly getting fgood) , and customers are 

becoming foptimistic) , but thev are ( + carefol) s’c _ _ 

what thev buv than they were before. Ouality and value for money are 

becoming fimportant) and it is f'hard) . for 

companies to sell something just because it has a designer label, People 

expect luxuiy goods to last (Mong) than other goods. Consumen 

are ( s interested) in fashion and design than ever before, but v . 

expect to be able to buy the (’new) styles for less. 



v 

- / / / 



Look at the pictures of three watches. With a partner, compare therr 
using the adjectives below. Say which one you like best and why. 




heavy, light, sporty, styiish, fon, value for money, 
easy to read, comfortable to wear j?- 
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Describing products 


To sell a product successfuUy, you need to find a good way to describe it in 
product brochures, catalogues and so on. Market researchers ask consumers for 
their opinioris because this helps them to design better products. Look at the 
photo of a computer desk. Match the questions 1-7 with the phrases in botd 
a-h. (Note: One question has two answers!) 


1 What can you use it for? 


a 


It's ideal for a smalt room. 


2 Who can use it? 


b 


lt is fisn't designed for use in the 


3 Where canyou use it? 




office or at home. 


4 What speciat features has it got? 


c 


You con use it for a PC or laptop* 


5 How does it look? 


d 


It's suitablefor peopte ofall ages * 


6 What is it rnade of? 


e 


It's got lots ofspace for books and 


7 Why do you / don't you like it? 


f 


popers . 

It's very practical, in my opinion. 




9 


It tooks stylislu 




h 


It's made of good quQtity wood. 



Listen to three people giving their opinions about the desk in the 
picture. Do they all like it? 




Listen again. How does each customer describe the desk? Tick the 
phrases that you hear in the list above 



Work in pairs. You are going to describe a product to each other. 
Student A tum to page 137. Student B tum to page 141. 



Honest or diplomatic? 

Your colleague is wearing a new suit and asks you what you think of it You 
think it looks terrible. Do you give an honest opinion, or are you 
dipfomatic? Sorne cultures believe it is important to be completely honest at 
all times. People respect honesty and don't feel hurt. in other cultures, 
people think it is better to give a false opinion than to say things tSiat may 
liurt the feelings of others. 
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Dilemma: Volkswagen bugs 



Decision; 



Srief 

A few years ago, VW had Lwo problems. 1) li was Europe's largest car 
manufecturen but its best seiling cars - the Golf Jetta and Passat were 
beginning to look old. VWs competitors had new models, but VW had 
nothing new. 2) The VW brand was based on value for nioney, middle- 
priced cars. VW customers wanted a more luxurious brand image when 
they got older and richer. VVV didn't have any cars to offer them, 

You work for VW in marketing. Gonsider the three options. 

Large people carner, seats 7-8 people 

2.0 litre engine 

Bigger and more luxurious than the Sharan 
Price range: €25,000^:40,000 
Top end sports utility vehide 
Four-wheel drive, goes anywhere off-road 
Hea\w and powerfuf with a 4.2 litre engine 
Lots of electronic devices 
Price range: €44,000^€7S 5 000 
Large. stylish executive car 

6.0 litre engine 

Top-of-the-range car that can conipete with Mercedes and BMW 
Excellent technology; fast and satisfying to drlve; lots of 
electronic devices 

Price range: €60,000-€T05 ? 000 

Task 1 

Work in three groups. Choose one of the following consumer groups and 
decide which product has the most appeal for them. Why? 

Aged 50 and over ? in top jobs 

Aged 30-50; professionals with families; earrimg a lot 
Younger, with a lot of money 

Task 2 

Form groups of three: one person from each group, A, B and C Say what 
your consumer group thinks. Decide which product is best. 



Listen to Ernst jungbaum, a 
marketing consultant, 
explaining the deasion that 
VW toolc 

Useful phrases 

We think the ... i$ the best 
product to deveiop because ... 

It is suitable for ... 

It's ideal for 
It tooks ... 




Write it up 

Write a memo to the senior management of VW T . Say which product idea 
you recommend for development and why. 
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Passion into profit 




PAGE 43 

Past simple 




Success 


PAGE 4.6 

Career skills: TeUing a story 

. PAGE 47 




wwAongman-eLtqom www.economistcorr 


i DiLemma: Organic growth 

PAGE 48 
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Passion into profit 



Keynotes 

- start-up is a new business. Many 
:eopLe decide to start up their own 
i.siness because they have what they 
;- ; nk is a good busirtess idea and 
■ _ sy want to become entrepreneurs. 

it is important to prepare a good 
:_siness plan before you start. You 
to know if there is a demand 
the products or services you 
| B pant to offer. If you 
cs - finance the 
sce-ation, find 
:_::Dmers and beat. 

: competition, 

I I . . nave a 
: :: chance 
I' ~aking 
orofit. Then 
■ : _ ;an call 
lciir husiness 
:--Ccess. 









What is success? 

What does suecess mean to you? Choose one of the following: 

a top job being good at what you do 

being your own boss being happy 

earning a lot of money something else 

being famous 

What makes a successful company? Complete the sentences with 

words and phrases from the box. 

demand grow control market share profit market leader 



A successful company has to make a . 

There has to be a for your products. 

The most successfui companies . the market. 

Successful companies have a bigger percentage of saies than their 
competitors. They have a bigger , 

A company that has the biggest sales or the best selling product in the 
market is the , 

Successful companies are always ftnding new markets and new 
opportunities to . 

Listen to Jake Goldrick, CEO of a medium-size technology 
company, explaining what makes a company successful. Check your 
answers to the extracts above. 

Listen again and answer the questions. 

What can companies do to make more profit? 

What happens lfa competitor brings out a better product? 

What does Jake mean when he says that ‘no company wants to stand 
still’? 



Think of a successful company that you know. What makes it 
successful? 

Read the article on the opposite page. Why do you think PJ 
Smoothies is a successful company? 

Read the article again to find out when these things happened. 

Harry Cragoe lived in California. 

Harry Cragoe and Patrick Folkes founded PJ Smoothies. 

Cragoe and Folkes imported smoothies from America from 19... to 19... 
They started production in the UK. 
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Read ihe article again and answer the following questions. 

Why did Cragoe think that smoothies were good? 

Why did he decide to sell smoothies in the UK? 

How did he finance the new husiness? 

Why did he start production in the UK? 

What is Pj Smoothies 1 market share? 

Who or what are PJ Smoothies' main customers? 

How did Cragoe lose £30.000? 

Does Harry Cragoe think it is possible to run a business when you don’t 
enjoy it? 



Passion into profit 



® flany Cragoe first tried a fmit 
smoothie in Caltfomia in ihe 
early I990s\ He had no idea Lhen Lhal 
he was ort the roaci to corporate 
success. Now he heads a rmilLi- 
mil l ion-pound eorapany — and il's all 
beeause of his passion for healthv 
eating. 



© ‘‘Wh'en I arrived in kos 
Angeles, I rented an apartment 
near the heach/ he remembers. fi T was 
very English, very white and 
overweigiit. Eveiyone was focused on 
looking good and heing healthy. There 
were juice bars that sold drinks called 
sm oothi es a n d 1 1 o ved t h era . 



© 



When Iie returned lo Rritain, 
he found thev werenh availabte. 
■AIl you could find were carlcms of 
apple or orange juice. I could see there 
was a real opportunity: 



They founded PJ Smoothies in 
1994. Inilially, ihe firm imported 
fmzen smoothies frora Araenca. but 
tlie hus i ness grew quiokly and they 
didn’t have the stock to meet deraand. 
L Up Lo then. we just imported the 
finished productf Cragoe says. 'If a 
store ordered 200 bottles, we began 
defrostingf 



® ln 1996 Cragoe decided to seL 
iip producliori iii Rritain. He 
found a factory site in NoLtingham, 
equipped it and began production. 
Since ihen, PJ Sinoothies has gone 
frorn strength to strength. The 
company is now Rritains market 
leader in Lhe fresh drinks sector. 
controlling just under 50% of the 
rnarket. Cragoe sells more than 
250,000 drinks a week in summer to 
big supeiinarkets. 



© Cragoe sold his flat, car and 
iiivestraents and flew ]>ack to 
California. He returned with a cool box 
packed with frozen drinks and 
persuaded a friend, Patrick Polkes, to 
help liirn import and sell them. 



® There have 
along the 

£30,000 when his. distributor went 
bankmpt, leaving him with hundreds 
of hoxes of juice tu distribute. Rut he 
iras ncver lost confidence in his 
concept. 




S M c 

\0O% fiur^ ■ 

Strawberries 

& Banarcas 




been pxoblems 
way. Cragoe lost 



® \MosL of all, you’ve got to liave 
iund he savs. 'Aou must feel 
really passionate abouL w r hat you're 
doingc 



Glossary 

smoothie a mix of fruit juice and 
fruit puree which i$ thickerthan 
normal juice 

defrost make frozen qoods warmer 
so that they are not frozen 



What soft drinks are popular in your countiy? 

Do you have an idea that you feel passionate about? Can you 
imagine setting up a business to sell this idea? What sort of 
business? 
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Vocabuiary 2 



VocabuUry 3 




I VocabuLary 4 



Opposites 

Find the words in the article with the opposite meaning to these 
words and phrases. 

failure (paragraph 1) 
slim (paragraph 2) 
became smaller (paragraph 5) 
weakness (paragraph 6) 
earned (paragraph 7) 

Business failure 

Complete the text with the following words and phrases. 

bankrupt distribute sold coo) 
equipped order set up 

Snacks 2U was a small firm that produced fresh snack foods and 

1 them to shops, cafes and bars in the region. To * the 

snacks, it used trucks which it 5 with reffigerators to keep the 

food * . The business was a success until one day a new producer 

1 in the same area. It supplied exciting new snack foods at a 

lower price. Shops and cafes started to s products from the new 

company. Snacks 2U wasn’t able to compete, and six months later it went 



Collocations 

Combine words from A and B to make phrases. Use the phrases to 
complete the sentences below. 



A 


B 


heads 


demartd 


rent 


fun 


meet 


an apartment 


Lose 


a company 


have 


money 



The person who usuailyhas the titfe ofCEO. 

Companies sometimes when the economic situation is bad. 

More and more people wanted to buy the new snack food. The company 

had to increase production to . 

When Patrick moved away from home to start work, he had to 

Running your own busi ness is hard work, but you can too. 
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Setting up a new business 




Work in small groups. Make a list of some of the things that are 
important to do befcre you start a new business, 

Alan Martin, a young entrepreneur, describes five important steps 
for setting up a business. Listen and complete the chart below. Did 
you have the same ideas as Alan? 

Step 1; Develop 



Step 2: Conduct 



Step 3: Prepare a good 



Step 4: Get 



Step 5: Buiid a 



Listen again and answer the questions. 

What percentage of business ideas fail? 

Why do they tail? 

What two questions does your market research need to answer? 

What two things does a business plan help you to do? 

What does it usually indude? Name three things. 

Which step does Alan think is the most important? Wliy? 

Alan says that most businesses fail because people don’t understand 
the market What other reasons fcr failure can you think oft 
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Past simple 

Look at the examples and answer the questions. 

I rented an apartment near the beach. 

Harry Cragoe first tried a fruit smootfiie in Califorrua, 

He arrived in Los Angeles in the early 1990s. 

When did Harry Cragoe live in Califomia? 

Did they start production in the UK in 1992? 

They didn’t have the stock to meet demand. 

How is the regular past simple formed? 

How is a question about the past formed? 

How is the past negative formed? 

Choose the correct words in itcilics. 

The past simple describes an event that is jmisfied / stiU Imppening. 

Many verbs have an irregular past form. Look at the article on 
page 43 again. Find examples of irregular verbs in the past simple. 

We often use the past simple with a time expression. Cboose the 
correct prepositions for the time expressions below. 

in on at from ... to ... 

1998 April lst 9am 

2003-4 Monday March 



















Read the notes about a company that makes crisps. Write complete 
sentences using the past simple and appropriate time expressions. 



1996 — > David Willis founds Chiltern Snacks. 

Oavld WifUe fou nded Chiltern Snacke tn f 990. 



1996-2001 
Aogust Ist 2001 



December 2002 

Thefirstyear 
November 2003 
Febmary 14th 2004 — > 
March 2004 — * 



He distributes crisps to local retailers by van. 

A customer cancels his order because Willis 
doesn't seli 50 gram packs. 

Willis thinks about starting up his own brand of 
crisps, 

Willis starts production of the first Salt\ r Dog 
crisps using 50 gratn packs. 

Sales grow fast. 

The first international order arrives, 

Willis exports the first packs to Germany. 

He receives enquiries from the US and 
China. 







i 



Think of six key events in your iife. Tell your partner about them 
and say when they happened. Ask your partner about the key events 
in his/her life. 
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Telling a story 

When you tell a story in the past, it is usefuL to say when events happened 
and in what order they happened. Look at the following examples. 

7b begin with . .. After about a year / after a wbile . . . 

Then / So then ... After +ing ... (e.g. After graduating ...) 

For the next three orfouryears ... So what did I do? 

Two years iater ... And now ... 



Listen to the story of Ben Hope. Number the events from his Iife 
in the correct order. 



lost his job 

graduated from university 
started his own business 



□ 

□ 

□ 



got a big contract 
employs 12 people 
joined a design company 



n 

□ 

□ 



Listen again. Which of the above phrases do you hear? 



Tell Ben’s story in your own words. Use some of the language 
above. 




Work with a partner. Ask and answer questions to complete the 
story of Jeff Bezos, who started Amazon.com. Student A read the 
information below. Student B tum to page 141. 

Student A 



Year 


Event 




Graduated from Princeton 


1986 


First job with a new technology company 


1992 




1993 


Lefi DE Shaw to set up his own business 




Moved to Seattle, began writing software for new business 


1995 


Amazon opened for business 


1997 




2000 


Amazon became profitable 



When you have the full story, take tums to tell each part in the 
correct order. Use the phrases above. 



Telling stories 

In some cultures, when people tell a story, they describe each event in 
sequence, starting with the first and fmishtng with the last. In other 
cultures, peopie start in the rniddle or at the end, and then go back to talk 
about earlier events. What do people do in your culture? 
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DiLemma: Organic growth 



I Decision: 



Brief 

Sunshine Foods is a large dairy food producer, speciaiising in milk, 
butter, cream, yoghurt and ice cream. There is a lot of interest now in 
healthy food products and many consumers want to buy organic food, 

protevl m i \m mtet tk ust of tantals, suustuuds 

directors want to have a share in the organic food market and they 
believe that the best way to enter the market is to take over (buy) a firm 
rhat already produces organic products. They plan to create a new 
subsidiary which, they hope, will quickly become market leader in the 
organic dairy food sector. Sunshine Foods is looking for an organic 
producer which has created a popular brand wsth excellent products 
and offers good opportunities fbr growth. The firm they choose should 
be profitable and well run, but it may need financial help to be able lo 
grow. 

Sunshine Foods is considering three organic producers with the idea of 
making an offer to the rriost suitable one. These are: 

a farm that makes its own organic ice cream. 

a small producer of organic ice cream and yoghurt. 
a farm cooperative that produces organic milk, butter, 
cream and a range of different yoghurts. 



Task 1 

Work in three groups, A, B and C. Choose one of the above firms and 
read about them. Group A. turn to page 13S. Group B, turn to page 142. 
Group C, turn to page 144. 



iNow listen to Ronald Dean, 
the CEO of Sunshine Foods, 
describing what decision the 

tompmi vxk 'mi ydvav 



happened. 



Task 2 




Prepare a short presentation about the firm. Be ready to explain: 
the firm’s history. 

the firrn’s strengths and weaknesses. 
why you thmk the owners may agree to a takeover. 



Task 3 

Make a short presentation about the firm you researched. 

Task 4 

After the presentations, the class should try to agree 
which firrn Sunshine Foods should offer to buy. 

Write it up 

Write a rnemo to the directors of Sunshine Foods. Say 
which organic producer offers the best opportunity. 
Explain your reasons. 
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Man is constantLy expLoring new 
possibiLities and making new 
discoveries. New technology wiLl 
shape our future and open up new 
opportunities for business. But 
deveLoping a new technoLogy takes 
time and needs a huge amount of 
funding. PeopLe who want to finance 
new ventures need to borrow a Lot of 
capital. But it may be difficuLt to 
' persuade peopLe to invest in a project 
tbat is very risky or doesn't have the 
potential to make much profit. 
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An elevator to space 

PAGE 51 
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Preview Ventures into space 



Look at the photos. What do they 
show? Do you know of any recent 
space ventures like these? 




What are the benefits of exploring space? Are there any benefits 
for business? 



Read the description of the space elevator and answer the questions. 

Where will the space elevator’s two platforms be? 



What will link the two platforms? 

How could people use the space elevator? 



rounteiweight 



[il 



A number of scientists dream of buildmg m 
elevator into space. A space devator could 
Unk the Earth with space, and provide an 
easier way to send people and thmgs up 
into space. To build it, you need a very 
strone cable which permanently connects a 
platform m spttce to a platfomi on the 
surface of the Earth. Thc space plattorm 
will be at the same height above the Earth 
as most satclHt.es. Tlte Earth platform wdl 
be on the sea ttear the equator. Astronauts 
and eoods could travel inside a capsu e. 
which moves up and down the cable 
between the two platforms. 






spacestation 




c? 



What do you think of the space elevator idea? What benefits could it 
have? 
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Read the article and find the answers to these questions. 

VVhat are the two main disadvantages of launching satellites into space? 
Is the space elevator a private or a government project? 

What two big problems does Michael Laine have to solve before he can 
build the space elevator? 

What is LiftPort trymg to do to solve these problems? 

Can LiftPort make money from the space elevator? How? 

What do these numbers refer to? 

2018 

$100 miflion 

$7 billion to $10 billion 

$ 20,000 

5 thousand kilos 



An elevator to space 

Wouldn’t it be nice if you could take 
an elevator to space? 



IN the future, you may be able to. 
IVtichael Laine hopes that his new 
business r LiftPorf Group, will 
complete a space elevator by 2018. 
But we already have rockets and 
satellifes, so why an elevator? Well, 
lt T s not cheap to get satellites into 
orbit.To reac.h 35,793 km up - where 
about half of all satellites go - costs 
above $100 million. Add another 10% 
to 20% for insurance. And make sure 
you build fhat satellite right the first 
time because, once it’s up fhere, you 
can't fix it. 

The private space sndustry is 
expeciod to grow, buf many of the 
new ventiires like the space elevator 
seem extremely risky, Of course, 
Laine knows that things will not be 



easy, Fsrst of all, there’s the starf-up 
cost: He thinks that the consfruction 
of the elevator wti I cost between 37 
btllion and $10 billion over ftve years, 
Then there's the fact ihat the cable 
for the elevator needs to be stronger 
than anything in industriaf usetoday 
- about 30 times the sirength of steel. 

Lalne runs the company on a tight 
budget and empioys only five people. 
He says he plans to raise capital and 
set up joint venfures with othor 
technology businesses. When it is 
finaliy completed, the elevator could 
compete with NASA and Lho Russian 
Space Agency, 

It wasrrt so long ago that Laine 
himself was skeptica! of the potential 
for making money in space. 'Other 
space enthusiasts were saying, ll Let’s 



go to the moon T ' or £i Let’s go Lo 
IVlars," 1 he remembers. \ kept saying 
“What’s your return on investment- 
your ROI?” 1 Currently, the cOsSt to 
defiver a kilo of stuff into space using 
rocket launch is $20 f GO0.The elevator 
could carry loads of five thousand 
kilos per day, It could deliver over a 
million kilos of material peryear- 
resuiting in billions of dollars in 
saies, 

But with sq niany probloms to 
overcome, will itever happen? 



GLossary 

joint venture a business activity 
which two or more companies have 
invested in 

NASA NationaL Aeronautics and 
Space Administration {US space 

agency) 

skepticol (American EngLish) not 
beLieving what other people telL 
you (British EngLish sceptical) 

stuff objects or materiaLs 
(informaL) 



Do you think the space elevator will ever happen? Why? / 
Why not? 

H Would you like to travel into space? Why? / Why not? 



Unit 6 9 51 



; Vocabutary 1 



Vocabutary 2 



Finandng ventures 



Match the words and phrases 1-6 with the meanings a-f. 

capital 



start-up cost 

a tight budget c 

potentia] 

return on investment 
payback period 



careful control of costs, necessary 
when you have very little money 

the profit you make from an activity 
in relation to how much money you 
put in 

money you lend to someone so that 
they can start a business venture 
the time needed to get back the cost of 
an investment 

the expense of setting up a new 
business or new project 
possibility of future success 



Now complete the text below using tbe words and phrases from 
exercise 1. 

Finance for space ventures 

ft is very difficult for companies in the private space industry to find the 

necessary : for new space projects. Private investors don’t like 

investing in space because the 2 is high, and because the 

3 can be as much as 20 years or more. Investors want to be sure 

that they wi!l get a good 4 . However, some mitlionaire space 

enthusiasts wiil support projects even if there is not much s fbr 

making a profit. Even govermnent projects are often short of money. Most 
space ventures have to run on c . 



Collocations 



Look at the groups of words. Cross out the noun that doesri't go 
with the verb in each group* 



launch: 
set up: 
raise: 
make: 
take: 



a satellite, a rocket, a budget, a new product 
a satellite, a cornpany, a joint venture, an organisation 
money, capital, the price, a rocket 
money, a profit, an investment, a cost 
an elevator, a risk, an investment, a decision 



Now match these meanings with an appropriate verb and noun 
from exercise L 

To put a satellite into orbit launch a aatetllte 
To borrow money to finance a new venture. 

To do somethmg that is dangerous and could have bad results. 

To put something new on the market for people to buy. 

To make an agreement with another company to work together on a 
business activity. 

To put money into a business activity r in the hope of making a profit 
laten 



Venture capital 

You will hear an interview with 
Christoph Wiesenthal, a partner in 
the venture capital firm Copemica. 
The firm lends money to companies 
to help them develop products using 
new technology. Before you listen, 
discuss the questions below with a 
partner. What do you think his 
answcrs will be? 





When you consider new projects or new ideas, what do you look for? 
a product that will bring a return un investment in a short time 
a product that will have a large market 
How long do you usually have to wait to get a return on investment? 

1-3 years 5-8 years 12-15 years 

What percentage of investments won’t make any return? 

90 per cent 50 per cent 10 per cent 

Now listen to the interview and compare your answers to 
Christoph Wiesenthal’s. 

Listen again and decide if the statements are true or false. 

Copernica invests most of its capital m Infortnation Technology. 

Christoph Wiesenthal says it is more risky to invest in older companies 
than in start-ups. 

Top scientists do not usualiy have a good understanding of busmess. 



Does Christoph Wiesenthal say anything that surprises you? 
Would you like to be a venture capitaiist? Why? / Why not? 
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Language check 




Practice 



'C' 



Modals of possibility 

Look at the examples and complete the rules below. 

Michael Laine hopes that he will complete a space elevator by 2018. 
Ihings will not be easy. 

laine thinks the constmction wil] cost between $7 and $10 billion. 

Nine out of ten ventures worft make any return, 

In future, you may be able to take an elevator to space. 

The elevator could deliver one million kilos of material per year. 

Some people might be interested in the new product - but not many. 
They may not finish the construction on time. 

We use mll/may to make predictions that we feel certain about 
We usually use will/maij after tkink , hope and expect. 

We use the modal verbs , and ___ to 

make predictions that we are uncertain about and to express possibility. 

The contraction JteTl is the same as . 

5 The contraction wonT is the sanie as . 

Por rnare hiforreandn, see iage 156, 

Make predictions, Use the positive or negative forms of will, 
mai), might or could. 

In 2020, most people work from home, (certain) 

Most meetings take place via video. (uncertain) 

That means there is much less frafific on the road. (certain) 

Electric cars are common. (uncertain) 

People have more free time, (uncertain) 

You carry your medical details on a chip under your skin, (certain) 

Therc isn 5 t enough oil to meet world demand. (uncertain) 

Complete the text, Use will, may , mtght or could . 

Ted Foster hopes that he ] be the first person to provide a private 

shuttle service to the moon. He’s currently working on the designs and 
expects that the first model 3 be ready to fly by 2020. He has 

alreadv raised $50 million, so building a prototype 3 (not) be a 

probfem, But he canT be sure of raising enough money to complete the 

project: that 4 _ be much more dlfificult Ted thinks the price of a 

ticket ■ be around $150,000 per trip. However, the price 

f be as much as $250,000 per trip, At this pnce, it seems that 

there 7 ^_ (not) be much demand for the service, Investors are 

worried that they 5 (not) see a big return on their investment. 

Discuss the predictions in Practke h Do you agree wirh them? 
Change them so that they say what you think, 

What major events do you think will happen in your coumry or 
region in the next year? What changes do you hope or expect to see 
in the near future? in five years 9 time? ... in the long term? 



Making predictions 



Peopte in business often have to make predictions about the future: for 
exampte, to say if they think a product or idea witt be successful or not. The 
foltowing phrases are usefut for predicting the future. Mark each phrase 
certain (/), probable (/?), possible (??) orimpossibte (X?). 

• It's possible that ... 

• I cton't think it will . . . 

• I expect itwill ... 

• I'm sure it will . . . 

• I think it's unlikeiy. 

• It wilt probably ... 

• This wiil definiteiy ... 

• It may / It might / It could . . . 




A company wants to develop a new hi-tech product for the 
homc: the Inteliigent Garbage Can. lt sorts your garbage, crushes it 
and removes the smell. Listen to four people making predictions 
about it. Complete coiumn A of the table. 

A Prediction B Phrase 

John 

Jemima 

Jim 

fJo 



Now listen again. Which of the above phrases do they use? 
Complete column B. 

Which of the following products do you think you will use in the 
future? Make predictions using phrases from the list above. 

ril probabty have 3 frid$e that ordere food from the aupermsrket, 

Intelligent fridge: A fiidge that will order food from the supermarket 
Roboservant: A robot thal will do all the housework, 

SafeCar: A car that doesn't need a driver, 

Wristwateh computer: A computer that you wear on your arm. 

Past or future? 

Is the foture more important than the past? If someorte asks you what is 
best about your company or your country, clo you taik mainly about past 
success, or more about foture developments? Some cultures believe that past 
history is tmportant because it makes us what we are today. Other cultures 
believe that it is better to forget the past and look forward to the foture. 




Dilemma: Risky ventures 



Decision: 



Brief 

You represent a Firm of venture capitalists. You have funds to invest in 
an exciting new venture in a technological field. Your main interest is to 
see a good return on your investment with a minimum of risk. 

You are going to consider three ventures, which require about $500,000 
each as start-up capital: 

• Celf Cure: a biotech solution fbr curing diseases 

• Space Travel Inc.: a new spacecraft for sending tourists into space 

• Fingertip: using fingerprints instead ofkeys to open doors 



Listen to the venture 
capitalist, Christoph 
Wiesenthal, explaining 
which venture he thinks 
has the best potential. 



Task 1 

Work in three groups, A, B and C. Each group will fmd out about one 
venture and present the details to the others. Group A turn to page 138. 
Group B tum to page 142. Group C turn to page 145. 



Task 2 

Organise your notes and prepare to present the idea to the 
rest of the class. 



Useful phrases 

The idea is ... 

This is how it will work ... 

The company wartts to ... 

We think it wiLL ... 

It has good potential because ... 



Task 3 

Present your project idea to the rest of 
the class and Listen to the other ideas. 

Task 4 

Work in different groups. Imagine you 
are venture capitalists and discuss 
which idea is the best investment. 

Write it up 

Write a short memo to colleagues in 
your company saying that you want to 
invest in this venture and explain why 
you think it will be a success. 




56 ■ Unit 6 




Review 2 



I Language check 

Comparatives and soperlatives 

Complete the text with the correct form of 
the adjectives in brackets, 

The hotel industry is changing. The latesr trend is 

for fsmall) , f stylish) hotels 

with no more than 100 rooms. These hotels are 

investing in f attractive) designs, 

fcomfortable) ______ furniture, and more 

personal service than the fbig) 

hotels. Some, targeting business customers, are 
offenng f good) ________ value for money and 

more upTo-date technology. Among the new 
hotels starting up in London, the one with the 

flow) prices is the Orion, advertised at 

£59 per niglu At the luxury end of the market, the 

f expensive) is the Seven Stars Hotel 

with rooms pffced at £195 per ntghl. But with no 
swimming pools or large function rooms to 
maintain, these smail hotels can expect to be 
Cprofitabie) without charging ( L0 high) 

than average prices. 

The past simpie 

Complete the text with the past simple Form 
of the verbs in brackets. 

Vittorio Merloni ('found) ______ Merloni 

Elettrodornestici in 1975. The company ftake) 

just 25 years to become Europe/s 

third-blggest maker of fridges, cookers and 
w r ashing machines. It fnot start) _____ as a 
big company; it was a small whhe goods firm 

which later fbuy) the Ariston brand. 

Mr Merloni f develop) _ _ the firm by 

buying up his competitors and expanding his 
markets to other countries. He also (ffnvest) 

a lot in research and development, 

and he was one of the first to use electronics in 
fridges and washing machines. The business 

f grovv) and its sales fincrease) 

reaching €2.5 billion in 2002, 



I Modals of possibffitv 

I r 

Choose the correct word in xfalics to 
eomplete the sentences. 

It’s dangerous to drive when you are very 
tired. You coulrf / wiU have an accident 

Feople might travel to Mars one day> but it 
could / worit be tomorrow. 

We may not / co uldn’t have enough time to 
finish the work today. 

if youVe looking for a smart dress, go to 
Maceys. You mi^ht / iviU find what you want. 

Vm sorry r , but I won't / rnaij not be able to 
meet you in Paris tomorrow. FU be in London, 

! Consoiidation 

Read the texf and choose the correct form of 
the words in imlics. 

When Kodak ' launch / launched the Brownie in 
1900, photography Hiecome / hecame a popular 
hobby. With the Brownie, you ''didn’t have / 
hadn't to be an expett to take photos, One 
hundred years later, the industry 5 taken / took 
another big step forward with the introduction of 
digital photography. Even the s most cheap / 
cheapest digital cameras are easy to use and 
produce good images. So now 3 every° ne wants 
one, In 2004, digital cameras 6 setl / sold more 
thari filrn cameras for the first time. Analysts 
expect that the market for digital camerss 7 wlii / 
is able to double in the next year to £85 million, 
But an even 'greater / greatest change in the 
photographic industry is now taking place: 
mobile phones equlpped with cameras are also 
becoming popular, In 2004, sales ofcamera 
phones Veach / reached 190 million. This is more 
10 than- / as the sales of digital cameras and film 
cameras together. Sorne analysts think that sales 
of camera phones [l are able to / coukl reach 500 
million a year in the next year or two. At presenp 
camera phones are not as high in quality n than / 
05 digital cameras. Buf people carry their phones 
with them all the time, and a poor picture is 
u hetter / more goo d than no picture. But J4 couhi / 
did fhe technology of camera phones irnprove so 
that they start io compete with digital cameras for 
quafity? Analysts think this Is unlikdy. But the 
quality l Hs / will probably be good enough for 
most people. 
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Vocabulary check 

Choose the correct option (a-c) to complete 
the text 

Pro-Chic was a 1 company with a 

customer base of about 250. Its founder, Biruta 

Zilinskiene, was a 2 fashion designer with 

a lot of good idcas. She specialised in smart 

practical clothes that could ' to business 

women. Her customers were too busy to go 
shoppingj so Biruta visited them in their office or 
home. It was a clever plan and Pro-Chic started to 

make a good 4 < The company had a 

brand with a good s s but it needed more 

6 to reach a wider market Biruta wanted 

the company to grow, and fer that she needed to 

7 her designs in magazines. To begin 
with;, Biruta used her own money to 

the venture, But to run a big 

advertising , she needed a lot more 

10 + So she went to a group of venture 

u _ to trv to raise more money. Tiie group 

liked her ideas and saw that the business had a 

lot of 11 . Biruta was able to 13 

the money she needed. 



set-up 
talented 
appeal 
demand 
image 
publication 
represent 
finance 
commerce 
fmdings 
oapitalists 
. fiiture 
lend 



starting 

targeled 

target 

competition 

fame 

public 

produce 

raise 

contract 

fundlng 

elevators 

prediction 

borrow 



start-up 

weak 

feature 

profit 

opinion 

publicity 

promote 

rockct 

campaign 

founders 

enthusiasts 

potential 

finance 



Career skills 

Descri hi ng p ro d u cts 

Match the sentence halves. 



This easy to use DVD rack **« 
,.* is suitable for 
You can use it for 
It looks 
lfs got 
Ifs made of 



very stvlish. 
space for 100 DVDs. 
strong, hght metal. 
busy people. 
storing all your 
favourite films. 



[ TeUing a story 

Choose an appropriate expression to 
introduce each part of the story. 

Then, *** To hegin with, .** So what did he do? 
And now *** For the next two years, ... After 

*,* David worked in the clothing industry for a 
company called Weavers Ltd. 

*** the company lost money and went 
bankrupt* Some of the managers decided to 
statl their own business. 

.*. David worked fbr the new company. He 
saw that you could make a lot of monev 
running your own business* 

*** He set up his own business selting discount 
clothing, 

*** six years of growth, the company had 25 
stores. 

.*, David's company makes £10 million a year 
and employs over 2,000 people, 

1 '::Vy . predt zihms 

Complete each person’s prediction with the 
most appropriate phrase* 

Fll probably *** 1 definitely won’t **. 

i think if s unlikely that f 11 *** Ifs possible that.,, 
fm sure fli **. 

Hector is certain heTl be a successful 
entrepreneur. 4 make a lot of money; 

Melanie thinks she might move to a new 
town, ' stay in the sarne place/ 

Simone expects to work with her father and 

brother* s work in the family 

business? 

Georg thinks he niay work abroad. ' 

ITI get a job in another countty? 

Karin is sure she will be successful in her 
exams. £ failf 
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Location 
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FieLd of dreams 







! Keynotes 

" '6 location of a business can be an 
^Dortant factor for its growth. If a 
ii npany wants to set up an office in a 
e location - to be near regional 
narkets, for example - it needs to be 
| _ t that the region has good 

-rastructure and a stable economy. 
i J: _ e governments offer low taxes to 
:~ract companies to set up in 
:i, r eloping regions. After deciding on 
" t 'egion or city for the new office, 
e company then has to find a good 
rte for its premises. 









PrevTew 



A good location 



Which location is best for each of the business activities 1-5? Choose 
from the list a-e. 



bank 

big supermarket 
pelro! station 
duty-free shop 
ship-building 



at an airport 
near the sea 
in a town centre 
out of town 
beside a motorway 



What facilities does a region need to develop as both a tourist resort 
and a business centre? Put the following words in the correct group. 

airport apartment blocks beaches road links shapping 
villas theme park port hote! 



Accommodation 



Infrastructure Attractions 



What else can you add to the lists? 

Read the article on the opposite page and decide which of these 
statements is truc. 

The future of Dubai depends on oil. 

Dtibai doesn’t have much potential for development. 

Dubai has a future as a tourist destination and business centre. 

Read the article again and answer the questions. 

What are they building on the large man-made isiands oflf the coast of 
Dubai? 

How long will Dubars oil production continue? 

What attractions does the city-state have for tourists? 

What is the population of Dubai? What percentage of the people are 
originally from the city-state? 

What kinds of companies are setting up business in Dubai? 

Which of the fbUowing is complete (C), under construction (U) or 
planned for the future (P), at the time of writing the article? 

Dubailand Media City Knowiedge Village Burj Dubai 
Would you like to live in Dubai? Why? / Why not? 
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The Economist 




Glossary 

dhow cruise pteasure trip on an 
Ara b boat 

expotriate someone who lives 
outside their own country 

skyscraper very taU, modern city 
huilding 



/ ^ 

: KLIWAIT 
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A R A B I A 



Dubai 

Arabia’s (ield of dreams 



One of the world's most successfijl business venture*; is a small rity-state that ieamed lessons from Singapore and 
Hong Kong. 



A TROPICAL sun sets behmd the palm 
trees and white sand of jnmeirah 
beach. Here, machmes are buildmg 
hoiises on one of the. vvorld s largest 
maivmade islands, designed in the 
shape of a palni tree (pictured). Engiand's 
soccer stars, led by David Beckham, were 
among the early buyers when the 2,000 
villas sold out in a week, 

Dubai expects its oil reserves to run 
out in about ten years. But the city-state 
is using its oil incame to invest in a 
diflferent sort of future, replacing oil 
with people. 

Tod ay Dubai h a s 272 h ote I s wi th 
30,000 rooms and almost 5 million 
foreign visitors a year. In the desert, 
Dubaitand is heing built— a $19-billion 
theme park twice the size of 
Disneyworld in Fiorida, 



The city-state has buMt huge taxdfee 
shopping malls and launched sporting 
everrts, such as tiie Desert CJassic golf 
tournament and the Dubai VVorld Cup 
horse race, and so it has become a 
holiday destination, offering attractions 
such as desert safaris and dhow cruises, 

Dubai is open to foreigners. Of its L5 
million peopie : over 80 per cent are 
expatriates. Dubai's easv-going style has 
made it a positive place to live and 
work + 

In Dubafs free-trade zones, no local 
partner is required, These zones are 
attracting the service sector, by setting 
up developments for multi-nationa) 
companies specialising in similar 
activities* For example, Internet Citv 
houses regionai ofFices of Microsoft, 
Siemens and IBM, among others, Media 



City is home to the regional offices of 
several TV stations. There are plans for a 
Knowledge Village, which may attract 
foreign colleges. 

Dubav Imends to estabhsh itsdf as 
the leading capital market for its region. 
The Dubai International Finance Centre 
is now taking shape, and the world's 
leading investment banks are already 
waiting to move in. The new city of 
skyscrapers includes Burj Dubai, an 
offi ce b I ock t h a t wi 1 1 be th e ta I lest 
building in the world when cornpleted 
in a few years. Giorgio Armani .is going 
to open 3 hotel on its top floors. 

[f it succeeds, Dubai will not only be 
a tourist resort but an important 
business centre. ■ 



The i 
Economist 
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[ Vocabiilary 2 



CoUocations 



Match the definitions 1-6 with a phrase combining a word from 
A and a vvord from B. 



A 

capital 

investment 

multi-national 

service 

shopping 

regional 



B 

bank 

company 

mall 

market 

office 

sector 



The companies in an economy that 
don't manufacture anvthing, but 
provide services such as banking, 
insurance and tourism* 

A company’s iocal office in a different 
eountry or city from their main office. 

A place where people and businesses 
can deal in stocks and shares, raise 
finance and make investments. 

A financial institution that specialises 
in buying stocks and shares, and also 
gives fmancial advice to businesses. 

A large area, often inside a huge 
building, where there are lots of shops. 

A large corporation with activities in 
rnany ciifferent countdes. 



m Use a collocation from exercise 1 to complete the sentences. 

Shell is an example of afn) . 

Hotels, restaurants and travel agents belong to the 

Christian Hansen works as a share dealer for ABM Amros, a(n) 

fred Pierce is going to work abroad for two years at his companys 

I’m going to the to buy some clothes for my trip. 

Many wealt hy people invest their money in the . 

'je 3 M u Iti -part verbs 

Choose the correct words m italics, 

The sun set / ser up at 6:30 yesterday. 

Tm planning to set / set up a new business, selling holidays abroad. 

Tf you run / run out of tnoney, you may have to ask the bank for a loam 
Many people leave theii jobs to run / nm out their own business. 

We sotd / sold out 50 tickets for the dhow cruise tomorrow night 
1 wante d a ticket for the cru ise, but they were solti / sold out 
The market fbr luxury cruises is growing / growmg up. 

Tom's children are growrng / growing up. They are now 12 and 14 years 
old. 

It took 20 years to bwild / build up the business to a chain of 
supermarkets, 

It took six months to build / huild up the new block for our regional 
offices. 



What factors are important when setting up a regional office in a 
foreign countty? Discuss the list beiow with a partner. 

Arr office afaroad 

Now listen to Declan Murphy, who advises businesses on 
international expansion. Which of these topics does he mention? 



□ 


economy 


□ 


access to regional markets 


□ 


mflation 


n 


cost of renting ofFice space 


□ 


unemployment 


□ 


labour costs 


□ 


currency 


□ 


taxation 


□ 


prospects for growth 


□ 


attitudes to foreign business 


□ 


infrastructure 







CoLlocafions 

Match the words with a topic from the list above to make a positive 
factor. You can use some words more than once. 

3 strong economy 

low high strong weak stable easy positive good 

Future plans and intentions 

Study the examples and complete the rules below with the correct 
future form. 

Giorgio Armani is going to open a hotei in the Burj Dubai. 

Many of the big investment banks are going to set up their offices in 
Dubai’s fmancial centre. 

A new train service to the city centre is starting next month. 

We’re meeting with the export manager at 3pm tomorrow. 

Thanks foryonr report - i’il read it this afternoon. 

We’ll try to leave early so we can be sure to get to the airport on time. 

the present continuous (fce) goitig to + infinitive wll / won’t 

We use to talk about intentions when we make the decision 

now to do something in the future. 

We use to talk about intentions when the decision was 

already made before. 

We use to talk about arrangements fbr things to happen at a 

fixed tirue in the future. 

For more Iniumtaficri : +: paqe ibt). 
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Complete the sentences with the appropriate form of the verbs in 
brackets. 

We want to build up our US sales, so we (set up) a 

regional office in Chicago. (intention, deeision made) 

f (travel) to Chicago tomorrow on the 8:15 flight. 

(fixed arrangement) 

f (look at) sonie office prennses that we might rent. 

(intention, decision made) 

How (you, travel) round Chicago? (intention) 

(two possible answers) 

Harrv Schwarz (meet) me at the airport with his 

car. (fixed arrangement) 

We don’t know which is the best location. f (coflect) ______ 

as much informatkin as I can. (intention, dexision made) 

1 (present) __________ all the options after my trip. (intention, 

decision now) 

Compiete the dialogue with the appropriate form of the verbs in 
brackets. More than one answer is possible in some cases. 

Can you come to a meeting tomorrow at 10? We (’discuss) 

the plans for exportmg tbe new model and we’d like to have your ideas. 
I’m afraid I can’t. 1 f leave) _______ for france this evening, 

I (-attend) the Paris sales conference, 

When fyou, come back) ______ ? 

Not till next week. i ( 5 stay) ihere over the weekend. 

Well, Pm sure you’ll have a wonderful time. I ftefl) the 

others that you can’t come. 

Work with a partner. You both work in Singapore. Next Monday, 
some colieagues from Head Office are arriving. Discuss the plan 
below and decide who will do what. 

What V.'tme are they arriving ? Who's gotng t o pick them up? 111 pick them up. 

Plan 

Monday 20th: Colleagues arrive at the airport, 17:30 

Pick them up and take them to Palace Hotel 
Have dinner at hotel in evening 

Tuesday 21st: 8:00 Meeting with sales team at the office 

10:30-13:30 Meetings with customers 
Lunch 13:30 

Afternoon: Free time to visit Singapore 
Evening: Dirmer with customer at Orchid Restaurant 
Wednesday 22nd: 11:00-12:30 Meeting with customer 

Lunch 12:30 

Afternoon: Short meeting on future pians 
Taxi to airpott at 15:00 

Write an email to your colleagues at Head Office. Explain the plan 
and tell them who is going to pick them up. 
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Career skf Us 




r~ — 



Making an appointment 




Peopte in business often teiephone to make appointments with coLLeagues or 
business partners. The following expressions are nseful. 



Suggestions 


Responses 


I'd Like to arrange an appointment. 
Are you free next week? 

What about Tuesday? 

Can we meet on Wednesday? 

Lefs say 10 o'dock? 


Yes f thafs fine, 

fm afraid Im busy on Tuesday 
I can't make Tuesday, Tm afraid* 
Wednesday is good for me. 
ril see you at 10 o'dock then. 



Put the dialogue in the correct order. 



□ 

□ 

□ 

□ 

n 

□ 

□ 



Can we meet on Friday then? 

Can we meet next week to talk about the trip to Panama? 

Yes, that's fme. See you on Friday afternoon al 3. 

Fm afraid I can’t make Thursdav. 

Good idea. VVhat about Thursday morning? 

Well - f m busy on Friday morning. but Fm free in the aftemoon. 
Friday afternoon is good for me. Lefs say 3 o’clock? 



Speaking 



! Cuiture at wor 



Work with a partner. Prepare a pian for a trip. Complete the diary 
page below with the arrival and departure times. Individually, write 
two appointments in the diary page. Then tiy to arrange a third 
appointment with each other. 



To plan or not to plan? 

When you go on a trip or start a 
project, do you plan each step in 
advance from start to finish? Or do 
you wait* see what happens and 
make decisions later? In some 
cultures, people want to have a 
clear picture of what they are going 
to do, They like to make detailed 
pians to show how they will reach 
their goals. In other cultures, 
people prefer to react to things as 
they happen. This means that 
there is more uncertainty, but 
also more flexibility. 



Monday 

^orning- 
affcernoon 
even ing 

Tuesday 

morning 

afternoon 

evening 

Wednesday 

morning 

affcernoon 

evening 

Thursday 

morning 



affc-ernoon 

evening 



friday 

morning 

afternoon 

evening 



; 

! 
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[ DUemma: A new location 



Dedsion 




Brief 

Whiterose is a group of hotels, restaurants and leisure companies which 
operates mainly in the UK. It is planning to expand its international 
operations but the head office in London is no ionger big enough so the 
company is planning to relocate the Hotei Division, 



You belong to a team that is responsible for identifying a new location 
for this division, which has 1,000 employees. You are looking for a town 
where it will be easier to find a spacious office building at a lower cost 
than in London. You are considering ihree possible towns - Luton, 
Swindon and Exeter, 



Now listen to Charles 
Jerome who owns a 
commercial property 
agency and gives advice 
to businesses that are 
relocating their offices. 

He is going to expiain 
the decision that Whiterose 
took. 



Task 1 

Decide which factors below are most important for the Whiterose Hotel 
Division. Can you think of any other factors? 
suitable commercial premises avatlable 
dynamic business environment 

other companies in the same business sector in the area 
good road and rail communications 
attractive place 
close to London 

Work in three groups, A, B and C. Read about one of the three towns. 
Group A, turn to page 138. Group B, turn to page 142. Group C turn to 
page 145. 

Task 3 

Tell the other groups about the town you researched. 



□ 

□ 

□ 

n 

n 

Task 2 



Task 4 

Hold a meeting to decide which town offers the best location for the 
new oflfices of the Hotel Division. 

Write it up 

Write a memo to the staff of the Hotel Division. Begin as follows; 



To the staff of the Hotel Division 

As you already know, the Whiterose Ilead Ofifice can no longer provide 
enough space for all our employees. We are therefore planning to 

relocate the staff of the Hotel Division to new offices in , 

We belleve ihat this will be an excellent location foryou because ... 
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seekers Idok for work in the job mafket; ernployer| 
jobs to people with the right quatifications an4iP 
ience. People who know what kind of job they want 
ok at job advertisements for a suitabte position. 
may go to careers advisers to ask ffr heLp in 
ipi| or managing their careers. Large companies have a 
; .^^«.^^Resources Department, which deaLs -with 
\ jrjecrutti^ent and hiring employees, and aLso, manages 
r d^elopment within the company. 
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Preview 



Vocafaul.arv 1 



Spe; :ing 
listening 1 Q 




I Reading 1 



Starting a career 

What ways do you know of finding a job? Wod< with a partner and 
makc a list. 

Look at newopaper adverti&emente* 

Match the words and phrases 1=3 with the definitions a-c, 

Students often take a temporatyjob 
during their studies - for littie or no 
pay - becausc they want to get 
experience. 

Big coinpanies aecept a number of 
newly qualified peopJe to work for 
one year. They get general experience 
by working in different departments, 
They may or may not gel: a 
permanent job at the end. 

A young person learns a skill or 
trade by working under supervision 
in a company. They have a comraci 
to work there for a fixed number of 
years. 

How do people usually start their careers in your country? 

Listen to Michael Kohl and Sanjay Patel describing how they got 
started in their careers and answer the questions. 

What reason does Michael give for choosing the company where he 
works? 

How did Sanjay find a work placemenf? 

Listen to Michael again and answer the questions. 

W r hat is Michad 5 s job now? 

Hovv many applicants did VW accept on the apprenticeship scheme? 
Michael got a qualification in what subject? 

Listen to Sanjay again and amwer the questions. 

What subject did Sanjay study? 

When did Sanjay do his work placement at Meridian? 

What is his job now? 

Read the article on the opposite page and find information 
about the following. 

the Monster.com name 
the image of Monster.com 

Monstencorrvs biggest contribution to the recruitment industry 
headhunting firms 



apprenticeship 



work placement 



graduate trainee scheme 
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Read the text again and answer the questions. 

Does Monster.com make a profit? 

Whyt two aclvantages does Mortster.com offer to job-seekers? 

Find two advantages for employers of using the Monster.com site. 

Which two kinds of business are losing money because of Monster.com'.- 
suecess? 

What advice does the articie give to people who want to use fhe site to 
ftnd a job? 






The Eccmomist 




Gtossarv 

ad advertisement 

resume (American English) summary of 
your education and previous jobs, which 
yoii use when you are Looking for a job 
British Engiish : CV (CurricuLum Vitae) 

filter software that seLects the job- 
seekeris details to match the employeris 
requirements 

headhuntfng persuading someone to 
Leave theifjob and go to work for another 
company in a simiiar position 



Face value 

The online job market 



How Jeff Taylor changed the way the labour market works 



M onster.com, the world’s biggest 
online job-search site, shows how 
electronic marketplaces reach more 
people and can offer more efficiency 
rhan physical tnarkets. It aiso shows 
rhat money can be niade in such 
niarkets: Monster has a long record of 
profitability. 

jeff Taylor, who launched the site in 
"994, says that riie Monster.com name is 
rhe firm ? s "single most important success 
mctorit It introduces an irnage of 
youthful fun in what is basicaliy a 
boring business, Supporting the brand is 
a big advertising budget which accounts 
rbr a quaiier of the hnffs costs. He runs 
expetisive ads during key sporting events 
such as thc Super Bowl. 



job-seekers supply resumes and 
empioyers pay to sca.n them or to post 
job ads. Most of the services that 
job-seekers get are firee, but they have to 
pay for a service that allows them to 
contact each other for advice and career 
management They can u$e this service 
to ask each other questions about, say, 
what it is Iike to work for a firm that 
they are thinking of joining. 

r fhe main contribution of Monster 
lias been to speed up hirlng and vastly 
increase the accuracy of the joh-search 
process. ( Tou can post a job at 2pm 
and get your first response at 2:01 5 Mr 
Taylor says proudly And an employer 
who knows exactjy what he wants can 
use Monster's filters to search vast 



numbers of resumes with preeise 
accuracy. Monster is a serious threat to 
newspapersj which historically rna.de 
40% of their revenues from carrying ads. 
up eo half of which were for staff 
Head.hu nting firrns have aiso lost 
business, because demand fbr their help 
in filling lower-level jobs has fallen, 

The online job market works welJ for 
workers and employers who know what 
they want. it works badly fbr people 
who are unsure. Check that your resume 
says clearly what kind of job you want. 
The filters wiJl then make sure that it 
reaches the dght human resource 
departments, ■ 



The 

Economist 



Would you use an online job-search site like Monster to Iook for a 
job? Why? / Why not? 
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f Vocabulary 



1 Employer posts a job 
______ oo a 

website or m a newspaper 



6 Tbe empLoyer 

the job to the best 
candidate 



7 The candidate 

or dedines the ofPer 



Voeabulary 4 



Activities 



Who does each of the following activities? Write E for employer and 
J for job-seeker. 



search job ads 
scan resumes 
recruit staff 



post a job ad 

supply resumes 

use career management sen4ce 



hire 
fill jobs 
join a firm 



The application process 

Complete the diagram with the following words. 

accepts attead apply advertisement 
candidates invites of'fers 



2 Job-seekers 
for the post 



3 The empLoyer selects 
suitahte 



5 Candidates _ 

their interview 



4 The emptoyer 

the seiected candidates for 
interview 



Finding a job 

Complete the text with the following words and phrases. 

accept applications interview job ads recruit 
seiected resume offered 




Esther Garcia graduated from university with 
a degree in telecommunications. But finding 
her first job was very hard. Shc searched all 

the 1 in the newspapers and on 

the internet. She made lots of . to 

different companies. She also sent her 

to ali the big 

telecommunications companies. But most 
companies did n’t even invite her for 

4 . It seemed that they only 

wanted to j people with job 

experience. After several months, a fmance 

company in Madrid f ' Esther a 

place on a three-month graduate trainee scheme. At die end of the three 
months. Esther was the oniy person out of the ten trainees to be 1 
for a permanent job. Of course, Esther was very happy to ■ 
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Reacl the ad from the Monster.com site. Would this job be good 
for someone who ... 



... wants to !ive in New York? 

... wants a part-time job? 

... is looking for their first job? 

... has experience in office administratiort but not in Human Resourc.es? 
... doesn'T have arty specific Human Resources qualtfication? 

... has a university qualification? 



e 2 e 
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Human Resources Assistant - Recruiting 




company: 


confrdential 


Locatton: US AZ-Phoenix 


status: 


full-time employee 


Job Category: Human Resources/Recruiting 



Job Descriptlon 



As 3 Human Resources Assistant you will be responsible for a wide range of duties, primarily recruiting. 

Key responsibilities include developing recruiting advertisements, scheduJing interviews, checking references 
and working with employment agencies. Other responsibillties include entering data into our applicant 
tracking system and working with empfoyee records. 
ideal candidates wili have: 

* at least 2 years' experience providing administrative support within an office environment 

* proficiency with Microsoft applications. 

* excelJent communication skifls. 

* an undergraduate degree. 

We are a leader in the financiai services industry. Our staff are among the brightest and most dynamic 
professionais in thoir fieids, 

We offer competitive compensation pfus an excetient beneffts package. 



J [riforr^t zo 






Find a word or phrase in the ad which means: 

most suitabic applicants 
a minimum of 
a high level of abiiity or skill 

abiiity to express yourself clearly and understand the needs of others 
5 salary 

something you get in addition to salary (e.g* health insurance, pension 
scheme) 



What would be interesting or not interesting about this job, in your 
opinion? 
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The imperatfve 



Match the examples of the 
imperative 1-5 with the uses a-e. 

Check that your resume is cleav. 
Pass me that book, please. 

Dori’t touch! 

Let’s take a break. 

If you aren’t sure, ask fbr help. 
a polite instruction 
an mstruction not to do something 
a conditional instruction 
advice 

an informal suggestion 



( 



DO NOT 

TOUCH 



donot 

EN TER 



Turn off 
all Ii9 hts 



Ho 



r : n ■ Gnaa no n . see pac\ 



\ 



Practice 



Complete the sentences with Let% Don t or Flease. 

This equipment is very expensive. be careful with it! 

I don't want anyone to know about my new job yet tel! 

anyone. 

lt y s one o’dock. go for lunch. 

Ifs good to try difFerent kinds ofwork _ be afraid to change 

jobs. 

It’s a good job and we’re offering you a very good salary. 
think about it 

VVe don’t have tiine to discuss this question now. 
tomorrow. 

turn off all the lights when you leave the ofFice* 



leave it till 






Complete the instructions with the correct form of the verbs in 
brackets. 

If the machine breaks down, (phone) the maintenance 

department 

If you (not understand) a word, look it up in a dictionaiy. 

Flease (tell) your head of department if you want to attend 

the semmar, 

Please (not enter) the room if the. red light is showmg. 

!f you can’t fmd the room, (ask) ______ at reception. 

if vou (be) . tired ? let’s take a break. 

Work with a partner. Choose one of the following situations and 
prepare six ( dos and don’ts 5 to help someone. Report your list to the 
rest of the class. 

Finding the right university or coliege Searcfi the mternct ... 

Finding the right course or training programme 
Choosing a good companv to work for 
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Explaining what to do 

When you start a new job, your new coLLeagues may have to explain a Lot of 
things to you in the first few weeks. When you have more expenence, you may 
need to give explanations to other new staff. The foLLowing phrases are useful 
for expLaining how to do something. Which ones express important 
instructions and which are just suggestions? 

1 Make sure that ... 4 Don't forget to ... 

Z Its important / essential that ... 5 Its a good idea to ... 

3 Rememher to ... 6 It may be better/ best to ... 



Preparing a CV 

Listen to Barty Hampfon, a 
careers adviser, expJaining how to 
prepare a CV for a UK job. Which of 
the following points does he advise? 

Tick the points that are correct, and 
change the points that are not correct 

Write rnore than two pages. 

Siart with details of previous jobs. 

leave out your date of birth. 

Don ! t say anything about hobbies and 

interests. 

Give the contact details of two 

references at the end. 

Listen again. Which of the above phrases does he use? 

Fractise giving advice for preparing a CV for a UK job. Use the 
list in Listening above, ineluding your corrections, and choose 
phrases firom above to introduce each point 

Work with a partner. Practise explaining one of the foltowing lo 
a British person* 

Where to look for a job in your country. 

How to prepare a CV fbr a job in your country. 

What to wear for an interview. 



Cuiture Fixed procedures or flexibility? 

When you are part of an organisation or a team, do you think it is best to 
have a fixed way of doing things that is tnade clear to everyone? Or is it 
better to be flexible? In some cuitures, peopie like to have speciftc rules arid 
procedures to follow. In other eultures, people prefer to have flexible ways 
of working, They prefer to deal with each situation separately in the way 
they think is best. 
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Decision: 



I Dilemma: For tove or money? 



Brief 

Kate Gray is in a happy posilion: she has (wo job offers. The problem is 
to choose the job that will suit her best. Kate is a new graduate in 
geography and wants to work in the travel industry. She would like a job 
that includes travelling and working with people. Two different travel 
companies are offering her a position. She has the chance to work in the 
marketing department of Wide World Tours, a big company with 3,000 
empioyees and regional offices around the worid. Or she could work for 
Oz Travel, a small company which has only 19 employees and specialises 
in tours to Australia. You work for a career advisoiy service. Kate asks 
you to help her make the correct choice. 

Task 1 

Work in three groups. Find out more information about Kate’s situation. 
Research the job with Wide World Tours. Turn to page 138. 
Research the job with Oz Travel. Turn to page 142. 

Find out more about Kate’s personality and preferences, Turn 
to page 145. 



Listen to Barbara Kingsland, 
a careers adviser, explaining 
what advice she wouid give 
to Kate. Then iisten to Kate 
saying whal decision she 
made and what happened. 



Task 2 



Form new groups: Your group should include at least one person from 
A, B and C above. IVlake a list of the advantages and disadvantages of 
each job offer. Then match the advantages of each job with Kate’s 
preferences, personality and ambitions. Decide which job will suit her 
best. 



Think about these topics: 
Role and responsibilities 
The company 
Pay 

Career prcspects 




Write it up 

Write an infbrmal letter to Kate. Give her some 
advice based on your discussion in Task 2. 

UsefuL phrases 

It's a good idea to ... 

Ifs important to ... 

It may be better / best to ... 
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Marketing to students 


Unit 9 


PAGE 77 

Modals of obligation 


Selling 


PAGE 79 

Career skills: Making suggestions 

PAGE §1 
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< Dilemma: Guerrilta marketing 

PAGE 82 




<eynotes 

*r~y manufacturers seLL their products through retailers, but they may aLso seLL direct to the consumer by 
: schone or on the internet, or they may empLoy sales representatives. A Lot of companies seLL products 
*r: services business to business, or B2B. Product information is created in the form of flyers or 
-rsLogues and some companies send this information to Large numbers of potential customers through 
r e post. This method of selting is caLLed direct mail. Marketers are aLways Looking for ways to promote 
re r products to new kinds of customer. 




Promoting the product 

Companies use a numbcr of different methods to promote and sell 
their products or servic.es. Study the notes and discuss in pairs how 
to complete them. 





t mec j,d. 7\/ 



^ .sellirg', emptoyirg 

2> Sale^ promotiorA-. ipecial 

4 FUfclic relflti^rs-. erefltirg 

5 Oir-ect marlcetirg'. direct vvWI, 

6 Spwior^kip', wkere a compary ? &ys +o kflve ,t<» 

rdme tmked to ar 

or a 



Now listen to Mario CapeUi, a marketing consultant, describing 
difFerent methods of promotion. Complete the notes above. 



Read the article on the opposite page and answer the questions. 

How much money do LJK students spend in a year in total? 

Find two reasons why it is difficult to sell products to students. 

How does The Guardian help students? 

What are ‘energy teams’? 

Why is it important to use students and not company sales reps to sell 
products? 

How can marketers learn more aboul student life? 



Match the companies 4 with the promotion method they use 
a-e, as described in the article. One company uses two methods. 



Cariing 
THe Gunniian 
Red Bull 
Virgin D3 



offers discounts on products 
employs students to sell on campus 
asks students to help plan speciai events 
organises music events in public places 
offers help with education and careers 
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MARKETING TO STUDENTS 




The student market in the UK is 
estiniated to be worth £13 billion of 
spending power in a year. It is a market 
no company should ignore. Marketers 
are desperate to get students' attention 
before they turn into high-earning 
graduat.es. But students are hard to reaeli 
and cynicak How ean brands target 
them? 

Youth market trends analyst Sean Pillot 
de Chenecey advises companies who 
hope to market to students. He says there 
is no single strategy. Students organise 
their life 011 their mobile phones, respect 
brands that arc ethical. but worry nroic 
about how tliey're going to pay off their 
debt than world peace. To get stndentT 
attention, marketers must offcr them 
something that adds to their iives, Ir isirt 
enough to simply sponsor a music tour: 
they have to make the event happen. For 
example. Carlmg (a beer manufacturer) 
introduced live mustc on the Tube. 

Offering students heip with their 
education and careers is an effective 
marketing method. The Guardian 
newspaper runs careers fairs and 
offers discounts on its pToducts, such 
as Guardian Student^ a 32-page 
newspaper. 

Red Bullj a successful cnergy drinks 
brand, uses what lt calls 'energy team.s" 
on university campuses. The company 
recruits teams of students and gives them 
a. Red Bull catv which has a fndge. Tlie 
students offer samples and give 
information about the product benefits. 



They do this on campus at sporting 
events atid at times of the year when 
students might need an energy boost. Tfs 
extremely important that ifs a student 
doing this und not a company sales rep 7 ’ 
says tlie compaiiyT consumer manager 
who runs the scheme. 4 You need to have 
ati approach that. doesn’t look like a sales 
pitch? 

Having ari insider on carnpus can help 
marketers understand student life. Youth 
marketing agency, Virgin D3 5 has a 
database of students who act as T’ield 
staft'b Thcy ask them for help when 
planning an cvent at their um'versity. 
Perhaps ? by getting ideas from the 
students themselves ? companies can find 
ways to reach t.his difficuli market. 



Gtossary 

cynical not believing that peopie 
ate sincete or honest 

theTube London's underground train 
system (informal) 

soles rep sales representative 
(informal) 

sales pitch selling something by 
saying how good it is 

insider someone who is part of an 
organisation and so has special 
knowledge of it 



'Students have a strong sense of social responsihility and ethical 
branding. They want companies to behave wellb What do you think 
of this description of UK students? Could you describe students in 
your country in the same way? 



is What ethical reasons could people have for not buying from a 
particular company? Are there any companies whose produets or 
services you would never buy? 
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Complete the sentences with these words and phrases from the 
article. 

boost debt discount estimate high-earning 
method payoff spending power worth 

The market for new cars is . about €200 million a year, 

We th at our share of the market wil) be 28 per cerit, 

We are targeting consumers with salaries above €100,000 a 

year, who have enormous . 

Manv of our customers have a — of €5,000 or more. 

Jt will take them several years to these loans- 

We have a special offer this month: a 5 per cent on all 

software products. 

We are ti'ying a new of selling; sending speciai offers by text 

message, 

The company hopes that its new strategy will give sales a ____ — — _ . 

Word building 

Complete the table. 



Noun 

1 


Person 

2 


Verb 

sponsor 
4 .. 


consumption 
marketing 
7 _ 




5 


fi 


8 


organise 

10 


analysis 

11 


9 


agent 


no verb 


Change the form of the words in italics in 


thc text. 




With an exciting new machine. you can now make the perfect espressa 
coffee ot home. Nestle Nespresso, part of the Nestle Group. has combined 
an excelient product design with clever market to completely change coffee 
^consume at home. A recent 3 anafyse of the espresso market, carried out 
by the niarket research ^agent Adpro, shows that the potentiol for sales of 
Nespresso macbines is huge. Fbr exampie, 70 per cent of fhe french 
^consumer espresso. but oniy 10 per cent have a machine at home. 
Nespresso sells coffee capsuies for its machines through the Nespresso Club, 
which aiiows ^consumption to order online. The company is a 7 sponsorship 
of the sailing team, Alinghi. in its campaign to win the Americas Cup, 

This E sponsor deal is a pesiect match between two dyrramic world teams. 
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Ustermix* ? 0 A product launch 

n How can companies attract attention when they launch a new 
product? 




m Toshiba Network Products (TNP) sells components to cable TV 
and intemet companies. Listen to fheir communications manager, 
Michio Yano, explaining how they launched a wireless modem in 
the US. Choose the best option to complete each sentence. 

TNP launched the rnodem at a trade ('air with a big party at a 

customers offic.es. 

They contacted customers by mail by email by email and phone. 

They sent a total of two three Four mailings. 

At the launch, customers could watch demonstrations of the product on 

TV and have fun eat lunch read product brochures. 

The number of people who attended was 250 500 600. 



Was the TNP launch successful? Why? / Why not? 



E8 What are the advantages and disadvantages of using emai! to 
contact customers? 



Modals of obligation 

Study the examples and complete the table with the words in bold. 

Companies have to follow certain rules when advertising their products. 

For example, they mustrft give false information in their 
advertisements. 

Marketers must offer students something that adds to their lives. 

You need to have an approach that doesn 5 t look like a sales pitch. 
Marketers shouldn’t ignore the student market. 

You should find out what appeais to your target market 
You don ? t have to have sales experience to join a team. 

You dorft need to send sales reps to student events. 

or It isrft allowed 5 

Strong advice not to 

Advice or reconimendation e 

not to 

It Isn'l necessary 7 

or a 



Ifs the ruLe 

This is strong advice 

Advice or recommendation 
It is necessary 



must or have to? We usually use must when w r e make the rule ourselves, 
and have io when it is a general rule. So mrt 5 t and mustn’t can seem 
impolite* Use hftve 10 or shouldn't when taiking to people you don’t know 
wetl. 
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As a special promotion, Camem £ije, a photographic magazine, 
is running a competition to win a digital camera. CompJete the rules 
using rnnst, must not, don’t hnve to, need to, don’t need to. 




★ 

* 

☆ 

it 




Emp/oyees of Camera Eye _ enter the competftmn. 

(it isn’t allowed) 

A(f entries arrive by December 31 st, (it ? s tbe ruie) 

You be a regular subscriber to Camera £ye. 

(it isivt necessary) 

You enclose a self-acldrossed envelope with your 

entry. (it is necessary) 

You enier moro than three photos. (ii isn j t allowed) 

You _ send all your entries at the same time, 

(it isn't necessary) 

You write your name and address on the 

back uf each photo. (it's the rule) 

You accept the decision of ihe judges as finaL 

(it’s the rule) 



Rewrite a sales traineris advice to shop assistants o n a training 
course using miist, mustn 7 t , should, shouldn’L 

Ifs imponant not to talk too much: many customers don't iike \t 
You muatn’t talk too much , 

ifs essential to know as much as possible about the products, 

Don’t be afraid to start a conversation wirh the customeu 
It’s better not to start with a sales pitch straightaway. 

! recommend that you ask a few questions to find out your custome/s 
needs. 

Make the eustomer fed comfortable and important. 

\ts a good idea to suggest different products that the customer could be 
interested in. 

I strongly advise you to stress the benefits of the product, not the 
features, 

rt’ s miportant not to spend too long with one customer when others are 
waiting. 

How important are the qualkies below for a sales representative? 
Which ones are essential, which are quite important and which are 
not necessary? Discuss them with a partner using must, have to, 
should , shouldn% doesn't have to. 



□ 


enthusiastic 


□ 


good communication skills 


n 


outgoing 


□ 


punctual 


□ 


fashionable 


□ 


creative 


□ 


relaxed 


□ 


expert 


□ 


energetic 
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Haking suggestions 


When you are part of a team, for example a sales team, it is important to 
contribute ideas* The team may hoLd meetings where you have the chance to 
make suggestioas. Study the expressions below for making suggestions and 
responding. Which responses meanyes and which mean no? 


1 How about/ What about + Hng? 


a 


Thafs a good idea . 


2 fflhy not ... ? 


b 


fm notsure obout that 


3 I think we should ,., 


c 


Thut couid be difficult 


4 We need to ... 


d 


I like that! 


5 Perhaps we could ... ? 


e 


BriUiant! 



Cookwell has a chain of stores selling top quality ldtchen 
equipment. The sales department decides to offer cooking classes as 
a way to increase business. Listen to members of the sales team 
suggesting ways to promote the cooking classes. Does each 
suggestion receive a positive or negative response? Mark the 
suggestions with a tick (/) or a cross (/). 



Suggestion 


/// Suggestion 


Response 




phrase (1-5) 


phrase (a-e) 



1 Put up posters. 

2 Hand out leafiets to customers. 

3 Put details on the website. 

4 CoLLect customers' contact 
detaiLs and maiithem directLy. 

5 Invite someone from the press. 



Listen again. Which phrases above are used fbr suggesting and 
responding? Write 1-5 and a-e in the table. 



Work in small groups, You work m the sales department of a chain 
of hairdressing salons. How can you promote your salons to young 
peopie? Make suggestions. 



Showing reactions 

When a business partner or colteague suggests an idea to you, do you 
immediately show what you think or not? In some cultures. people show 
strong reactions to other people's ideas, for example, That's brilliantf or 
That's erazyf In other cultures, people are more careful about their 
response, and it is not easy to tell what they are reallv thinking. VVhat are 
people hke in your culture? 
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I Dilemma: Guerrilla marketing 



I Dedsion: 



Srief 

Virgin Mobile is a phone operator that provides a wide range of mobile 
communication services to its customers in the UK. Competition 
between mobiie phone operators is strong and winning a large market 
share in the student market is vital. Students use their mobile phones a 
lot - to cail friends and family, and also to get information and play 
games. There are 2.5 rnillion students in the UK, and 96 per cent of them 
own a mobile phone. But it is difficult to market to students because 
they are hard to reach and are cynical about sales pitch. Virgin Mobile 
has decided that fhe best way to promote the brand to students is to 
find insiders; student marketers who will work on promotional 
campaigns in their own universities. 



The problem for Virgin Mobile is how to identify student marketers with 
brilliant ideas and good selling skills. llrere are three options: 

Use standard job recruitment methods. 

Recruit people at student fairs. 

Hold a competition. 



Now listen to Nikki 
Lambert tfom the Virgin 
Mobile brand marketing 
department talking about 
the methods that the 
company used to identify 
student rn arke ters. 

Useful phrases 

I j We think ifs best to ... 

We rteed to ... 

That's a good strategy because ... 

It could be difficult hecause ... 

' 

Perhaps we could ... 



Task 1 

Work in groups. You are marketing consultants. 
Read about one of the options then discuss how 
it might work, Group A turn to page 139. Group 
B tum to page J43* Group C turn to page 145. 



Task 2 

Form new groups; your group shoiild include at 
least one person from A s B and C above. Present 
your ideas to vour group. 

Task 3 

Discuss the three options and for each one 
decfde if you think it could work or not. Jf nof, 
why not? Then decide on the option which you 
think will be most effective in identifying 
talented student marketers. You could decide on 
a combination of two options. 

Write it up 

Write an email to Virgin Mobile. Tell them 
which option you think will be most effective. 
Explain your decision and how you think it 
couid work. 
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Review 3 



Language check 

Fyture plans and ititeritfons 

Complete the dialogue with the appropriate 
form of the verbs in brackets: going to, wit[ 
or the present continuous. 

Hi r Richard. I’m afraid IVe got some bad news. 
t ( s not come) to Bahrain tomorrow. 

B But we f meet) _____ Ahmed on 
Wednesday to discuss the sales figuresl 
I know. Fm sorry but weVe got probiems with 
the launch of the G42. 1 5 ve derided I fstay) 
_____ at head office to put things right 

B ( 4 you, come) next week instead? 

I donV know yet. I ( 5 phone) _____ you on 
Friday. We (' talk) ____ about it then. 

B OK. But you know Ahmed ftravel) _ 

to Singapore the week after. so he 

('not be) free to meet with us then. 



Find and correct the mistake in each 
sentence. 

Lefs to discuss the new trainee scheme next. 
Ifthe company will offeryou a job, accept itf 
Please not to touch the equipmentl 
Please to be careful to use the right forrn. 

Vou donh use this phone - use that one. 

If Jo phones, please you will take a message. 
Tfyou will not have the right qualifications, 
dond apply for the job* 

Please you teil me if vou can ? t hear. 






Match the underlined phrases with a modal 
verb phrase a-h that has the same meaning. 



Tris essential to pay 
off your debts on time, 

Itjsirt allowed to use a 
mobile phone in here. 

It isrVt necessary to be 
a graduate to apply 
for this job. 

The rule is: show your 
passport when you 
buy foreign currency 



vou shoukln't 
you don’t have to 
you don ? t need to 

you should 



My advice i.s: search 
the web ifyou want to 
fmd a good job. 

It isn't necessary to 
pay now, you can 
pay next week. 

My advice is: doril go 
to a job interview 
without good 
preparation. 

IVs necessary to have 
sales experience if you 
want to join the team. 



you mustn't 



you need to 



you must 



you have to 



• Consolidation 

Choose the correct words in ifnlics. 

Good morning everybody and welcome. AU of 
you have chosen tojoin the international 
division. So that means that ' you started / yoidre 
gotng to start a new job in one of our regional 
offices. At 10 o’clock, Delores Tavares 
2 will come / is coming to talk to you about 
culture. But first 3 Vm expiaimng/ Vm going to 
ex'plain a few points to heip you prepare for the 
move to a new country, Please stop me if you 
riviil hflve / have any questions, First, some 
pracfical points. You 5 wiII / must niake sure that 
your passport is up to-date. And if you need to 
apply for a visa, ' piense do it / iefs do it as soon 
as possible. It can take a lot of time, so 7 ipu don’t 
have to / you mustn’t leave it till the last minute. 
The administrative staff will help you, Some of 
you - travef / are tmvefiiug with vour familks so 
you'H " have to / should check the travel 
documents for your tamily, 

Now each of you ; Hs having / is going to Jmve a 
one-week trip to your new location before you 
start the job. This trip " wiit give / is giving you 
the chance to find out about the new 
environment. r? You need / shouUi make the best 
usc of this trip* We want you to start your new 
job without too many problems. As you know, 
you B musin 7 t / don’t have to look for 
accommodation because the company is going to 
provide you with an apartment. But l *don*t./you 
don’t expect everything to be easy. The way of life 
in other countries is often veiy different You 
ls shouldn f t / don/t have to forget that! 
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Vocabulary check 

Choose the correct option a-c to complete 
the text 

Buenos Aires is a leading business . it 

has a 2 economy. International trade plavs 

a key role in the 3 of the city. The 

country exports many products through its historic 

4 . Many international banks have their 

5 offices here. 



location 


site 


placement 


large 


strong 


fat 


growing 


development 


increase 


airport 


pitch 


port 


regional 


capital 


investment 


Choose the correct option a-c 


to complete 



the text. 

What [ do you need to work in sales? 

Nicholas, 33, a sales director with a food producer, 

says: Tou don ? t need a university 2 , but it 

helps. It's more important to be energetic and 

3 - abie to lalk easily to all kinds of 

people. You also need good management 

4 . If you really want to develop your 

5 _ , you can ea rn a good " 



quality 


qualifications 


values 


graduate 


benefit 


degree 


outgoi ng 


communicating 


respectful 


skiils 


specialities 


statistics 


currency 


compensation 


career 


payment 


saiary 


potential 


Career skilLs 







Complete the dialogue with the following 
words and phrases. 

free I cant make see you Lefs say 
fm afraid not Can we meet fd like to arrange 

fm going to be in Riga next week and 
1 a meeting with you 

and jurga, if thafs possible. 

OK. lt would be good to meet you while yorf re 
here . 2 on Fridav? 

3 . fm only in Riga 

from Monday to Thursday. Bux f m 

4 on Tuesday and 

Wednesday. What about you? 



Wednesday morning, 
but the afternoon is good for both of us. Can 
you come to the office? 

at 2 o’clock? 

Yes, that’s fine. fll 7 on 

Wednesday at 2 o'clock, then. 



Choose the correct words in itnlics. 

You don’t have to stay in a job that you donT 
fike: it may ntake sure / be better to look for a 
new job. 

But first, ifs tmpo rtcmt / sure t:o decide what 
you reaily want to do. 

Ifs a good / a best idea to make a list of your 
strengths, skills and interests* 

And don't remember to fforget to add a list 
of what you like and dislike about your 
present job. 

Tlien malte sure / essential that you look for 
opportunities that match your abilities and 
interests. 



Complete the dialogue with the following 
words and phrases, 

we could why l think we should 
fm not sure a good idea how about 

So how should we entertain our visitors? 

B 1 taking them to a 

restaurant? 

Thafs - ! fni sure 

theyd like to try some local dishes. 

C And maybe they 1 ike music. Perhaps 

'• __ take them to a 

concert. 

B 4 about that, We don’t 

know what kind of music they like. 

Welfi s _ not show them 

around the city? There are lots of attractions, 

C I like that. F show 

them round the city and then go ibr dinner. 
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Keynotes 

It is difficuLt for companies to set the 
price of a product. A Lower price may 
hetp to increase sales, but it aLso 
reduces the profit margin. As a result, 
the company may have to cut costs to 
keep prices down. We often use graphs 
to show trends in prices over months 
or years. Studying the trends can heip 
companies to choose the right priring 
strategy for their products. 



;/ 



w v Price trends 

What kinds of products and services are increasing in price at 
the moment? Wbat things are getting cheaper? 

Look at the graph and 
complete each sentence 
with a different item ffom 
the key. 

Spending on 

increased up to 1991 and 
then fell sharply. 

Spending on . 

increased the most. 

Spending on - 

rose by nearly 20 per cent 

Spending on 

decreased slightly after 
1996. 

How important is pricc to you? When you want to buy something. 
which do you do? 

Make sure you get good value fbr money? 

Spend time iooking for the lowest possible price? 

Not worry about price, just buy what you want? 

f 

Read the article on the opposite page and match the headings 
1-4 with the paragraphs a-d. 

Big su permarkets are more efficient 
Drinks come cheaper in large cans 
Tethnology improves food production 
Supermarkets force producers to cut costs 

Read the article again. Are the statements true or false? 

It costs less to produce large quantiiies of food than ever before. 

Big supermarkets can offer food at lower prices because they can buy in 
large quantities, 

Some. food producers have reduced their range of products. 

To meet supermarket demands, Cadbury employs more workers than 
before, 

Shoppers will buy larger quantities when ihere is a special price. 

For the food companies, targer portions are not much more expensive to 
produce. 

The writer thinks companies wili be happy to reduce the sizes of 
portions. 



Spending Trends 1990-2000 

« 1 ™ food 

HousehoLd equipm.&nt 
1M ■ Leisurg. 

CommijnicatiDns (tdeptmne anrt internet) 




150 

140 

130 

120 

110 

100 

90 



The Economist 




Survey: Food 

Make it cheaper and cheaper 



How technology pushes down price 
a 

P rices have fallen in the food 
business because of advances in food 
production and distribution 
technology. Consumers have benefited 
greatly from those advances. Feople who 
predicted that the world would run out 
of food were wrong* VVe are producing 
more and more food with less and less 
capital Food is therefore more plentifol 
and cheaper than it has ever been, 
Spending on food compared with other 
goods has fallen fbr many years, and 
continues to drop. 

b 

Supermarkets have heiped push 
down prices mainly because of their 
scale. Like any big business, they can 
invest in 1T systems that make them 
efficient. And their size aliows them to 
buy in bulk. As supermarkets get bigger, 
the prices get lowen 



c _________ . 

Huge retail companies such as 
Wal-Mart liave tremendous power atid 
they can put pressure on producers to 
cut their matgins. As a result, some 
producers have had to make cuts. in 
recent years, Unilever has cut its 
workforce by 33,000 to 245,000 and 
dropped lots ofits minor brands as part. 
of its “path to growth.” strategy Cadbur} 7 
has shut nearly 20 per cent of its 133 
factories and cut 10 per cent of its 55,000 
global workforce. These cuts help keep 
co'sts down, and the price of food stays 
low. 

d 

Does cheap food make people 
unhealthy? Cheap food may encourage 
people to eat more. Fo'od companies 
certainly think that giving people more 
food for their money makes them buy 
more. Giving people bigger portions is 



GLossary 

buy in bulk buy goods in large 

quantities 

put pressure on use your power 
to encourage 

get a better deal get more vaLue 
for your money 



an easy way of making them feel thev 
have got a better deal That is why 
portions have got larger and larger. In 
America, soft drinks came in Soz (225g) 
cans in the past then 12oz (350g), and 
now come in 20oz (550g) cans, If a 
company can sell you an Soz portion 
fbr $7, they can sell you a l2oz portion 
for $S, The only extra cost ro the 
company is the. food, which probably 
costs 25 cents. 

Now companies are under pressure 
to stop selling bigger portions for less 
money. But it is hard to change the 
trend. ■ 



Ttie 

bconuRmi 



What are the advantagcs and disadvantages of large chain stores 
and small shops? Which do you prefer to shop in? 



Unit 10 : 87 





Match the words 1-6 froin the article with the meanings a-f. 



advanc.es 

margin 

workforce 

min.or 

portion 

trend 



the difference between the cost of production and 
the price of the product 

less important 

an amount of food for one person 

changes that bring improvement 

the way a situation changes and develops 

a\\ the people who work in a pa rt icular company 

or factory 



Synonyms 

Put the words and phrases in the correct column* 

cut drop fall lower put up 
raise rise reduce push down rocket 



increase 



decrease 



Verbs that take an object 

Look at the examples. 

verb t object 

The company has decided not to raise salaries this year. 

The supermarket raised the price of milk 
verb - no object 

Costs are ming all the time. 

The price of milk rose last month. 

Which of the verbs in Vocabulary 2 take an object, like 1 above? 
Choose the correet verbs in itolics* 



Economic trrnds 

Eam less, 
spend more? 

Growth slows, but eonsumers still 
spending 

C onsumer spending in t he US rose / 
mised last year, msiniy because the 
oil companies 7 pushed up / rose the 



The Economist 



price of oii fo fhe highest levej for 
several yeais. Higher oil pri.ces meant 
that spending on petrol for cars, as well 
as home heating, 5 mised / increased. 
However, salarics did not 4 pnt up / go 
up to match fhe rise in spending. Many 
companies r ci.tt /jell jobs at the start of 
the year in order to 4 reduce / rochet 
their costs. Tbese companies are still not 
7 m.crensmg / rising their workforce, 
Economic grovvfh mrmm sJow and 
current trends secm set to continue. ■ 
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speaking Pricing strategy 

A company wants to improve profitability. Whicb do you think is 
the best of the strategies below? 

Strategy Profit increase (%) 

1 Reduce costs fay one per cent. 

2 Increase the volume of sates by one per cent. 

3 Increase aLL its prices by one per cent. 



Listening 1 © 




Callum Taylor, a marketing expert, talks about pricing strategy 
on a radio programme about business. How much can a company 
expect to increase its profit using each of the above strategies? Listen 
to part one and complete the table. 

Listen to part two and complete the sentences. 

The cost-plus method of pricing: ‘You calculaie what it costs to 

an item and then you add the you’d 

Iike to have: 

Another method: “Find out what your are readv to 

on that product: 

A third way: ‘Look at the 

Before setting a price, companies shouid ask two questions: 

Who are the ? 

What kind of or are we ? 

You shouldn’t develop a product and then say: ‘OK, now let’s 



Language check 



Present perfect 



Look at the examples of the present perfect and past simple, 
Choose the correct option in ifaltcs to complete the rules. 



Co nsumers have bencfited greatly frorr] advances in food produetion. 

In recent years 3 Unilever has cut its workforce by 33,000. 

Has the price of soft drinks fallen recently? 

The price of energy rosc by 15 per cent last year, but it hasn 9 t risen in 
the last 12 months, 

A year ago, the price of oil was $32 a barrel; now it has rcached $52 a 
barrel. 

We form the present perfect bv using the past partici ple of the verb with 
hos or have / no auxilianj verlr 

We form present perfect questions with fms or have / do or cioes. 

We fbrm the preseni perfect negative by using hasn’t or haven’t / didnX 

We use the present perfect / the post simple to talk about things that 
happened at a specific tirne in the past 

We use the present perfect / the past simple to talk about recent events 
and events that affect the present situatiom 
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Which of the following time expressions do we usually use with 
the present perfect? 

in the last three months Jast year recently 

in recent years six months ago in 1999 

For more itroniiatian, iee page ‘160. 

Tick the correct sentences and change the incorrect ones. 

Two years ago, we have seen big increases in the price of oil. 

The price fell in the last two days and it is now 5 per cent lower than 
before. 

Our competitors reduced their prices in january. 

We didn’t raise our prices in recent weeks: they are still at the same level 

as they were two months ago. 

liave you reviewed your prices recently? 

We have reviewed our prices in Mareh. 



Look at the chart and complete the text with the present perfect 
forms of the following verbs. Use each verb once only. 



be double drop fall rise grow 



S Cettic swing 

House piices, % change 1995-2G03 QE 



SO - 0 + 50 100 150 200 250 



Ireiand 

Eritain 

Spatn 

Austraiia 

Nethertands 

Sweden 

Belgiuiti 

Uoited States 

France 

Italy 

CanadE 

Germanv 

Japan 




i 



Saurccsi Bulmenr ESRL Jagiii Rcai Eitata tnsHtute; Miristena 
de Fomentor Naticwwide BmMittg Snci Ety; NVM; 

Mcjiwirikr: ^iT.wrn.n'irrjjt i tujfsrifj 



House-price indox 

World trends in 
house prices 

Propcrty is going up s hut not 
eveiywhere 

I n the last 20 years, house prices in 

many countries 1 hsve arown fa^ter 

than ever before. In Ireland, house prices 

z . by more than 250 

per cent In Australia, the Netherlands 

and Spain, prices 1 . 

However, in Germany and Japan, prices 

4 . . Japanese house prices 

e the most changeable. 

After huge mcreases during the 1980s, 

they 1 every year in the 

last 12 y ears. 



With a partncr, discuss the prices of the items below. Have these 
prices increased, decreased or stayed at the same level in your 
country in recent months? 

petrol 
coffee 

bus / train fares 



newspapers 

houses and flats 

shares (stoek market average) 



Describing a graph 

PeopLe at work often have to describe graphs, figures and diagrams that show r 
for example, changes in price, sales or other data. The folLowing phrases are 
useful for describing graphs. Match them with the graphs beLow and compLete 
the missing numbers or dates, 

1 increased from 95 to _ 

2 fell to o low point in 

3 remained steady at 

4 reached a peak of 

5 fluctuated between and 40 




tomparry 

first six months of year 



Changes in of 

during Last year 



Average cost # an 

2000-2005 





Average cost of tFavel, 

to , five years 





of 



4.0 



, tasf three years 



S-5 



3.0 



1 



L_— 1 

2 3 

Year 



Listen to descriptions of the ftve graphs and check your answers. 

o Listen again and complete the titles of the graphs. 

Work with a partner. Take tums to describe each of the above 
graphs. Start by saying what each graph shows. 

You are going to describe a graph to your partner. Student A tum 
to page 139. Student B tum to page 143. 



How much explanation? 

In some cultures, people Jike to use & lot of detail to present infbrmation. 
They think it is important to explain exactly what facts and figures mean. In 
other cultures, people think that only a little explanation is needed to help 
the audience understand. How much explanation do people in your country 
include in presentations? 
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I Dedsion: 



DUemma: Stock market chaLLenge 

Erief 

You are menibers of an investment group. On January Ist you invested 
€30,000 in shares in EU Airlines Corporation (EUA), a European airline. 
The share price is €1.50 and you own 20,000 shares. You also have 
€50,000 which you could use to buy tnore shares. Your task is to make as 
much money as you can from your investments over a year. 



Ttie key to making money on the stock 
market is to buy shares when the price is low 
and sell agaln when the price is as high as 
posslble. But it is hard to know when the 
prics has reached its highest point! Look at 
the company's profitabilrty. When companies 
: are making big profits, fheir shares usually 



sell at a higher price. Factors leading to share 
price rises: growing markets: increasing 
sales; cost savings. Factors leading to price 
falls: increasin.g competition, decreasing 
markets / sales, company debts, 
employment prablems (strikes, etc.); rising 
cost ot supplies. 



Turn to page 146 to see the 
graph for the airline’s share 
price over the year. Find out 
what the best decisions were 
and how much monev you 
could have as a resuit. 

Useful phrases 

The share price has increased, so 

Let's seiL. 

Proiits Have fallert - I thinlt we 

should seLt. 

Passenger numbers are rising. 

Why don't we buy more shares? 




Task 1 

Work in smali groups. 

You will hear news bulletins for March, June and September, giving: 

• tbe profit situation for EUA over ihe past three months 

• changes in the EUA share price over the same period 

• other factors: passenger numbers, oil price, job cuts, strikes, etc. 

After each builetin, discuss whal to do. You have three choices: 

buy more EUA shares (up to the maximum value of your cash fund) 
sell some or ail of your shares 
take no action 

Use the table to enter the value ofyour investments and your decision at 
the end of each quarter: 

Q1 Q2 Q3 Q4 

VaLue of shares (number of 
shares x share price) 

Decision? buy / seU / 
no action 

Task 2 

Listen to the news builetin fbr the end of December and calculate how 
much money you have in shares and in cash. 

How successful was your group? Did you make more or iess money than 
other groups? 
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Honesty is the best 
policy _ 



Keynotes 

Many people and 
ousinesses take out 
'nsurance policies to 
protect against risks 
such as fire, accident 
=nd theft. Policyholders 
aay a yearly premium to 
:he insurance company 
■ hich then provides cover 
against financiai Loss. 

If something unexpected 
"appens, the poticyhoLder 
:an make a dairn and 
eceive compensation for 
:he Loss or damage. 





! SYeview 



What insurance do you ar your famity have? What insurance do you 
have to have by law? 



Read the extract from a US imurance company's website, Match the 
headings with paragraphs 1-4. 



Auto 



Home 



Commercial 



LiFe 



Gtossary 



beneficiary the person who 
receives the payment 
auto insurcmce (Amencan 
EngLish ) carfniotor 
insurance (British English) 



u O 0 

4i 

&atk 



© 
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SkefrEsrii rtcem: 
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Pool insurance 

offQrs a ivide rar> ge of jrrsurance products and cover for yoyr -auto, home, busmess and life rjeecte. 



All our product i: 



S^arch the 5itE>- 



Ep 3 




Insursnce pro-tects bLislness owners from certa-jr* losses r 



friduding irrjurecf vyorker* and darnag^ io epujpmerfi: and buddirkgs. 

insui-ant£ provicies protectlon ln th€ event of a deatb. 

Payment \s made to the nearest relative or other named beneficiary. 

, fnsururice pratects against frnancie! fcsses \f you have 
an accident. Coveir indudes medicaf expense^. Vour car is afso 
protected against fire and theft. 

Snsurance can cover f ire, weather- related destrucf ion 

and other Josses. The poficy covars the cost of !abor f matarJa!s and 
servrces necessary to repJace ar repasr buiidmg darnages. 



f; 



O 1ptern*l : 



Some people want to insure unusual things. Singers may insure their 
voice; dancers their iegs, What other examples of unusual insurance 
cover have you heard about? 



Vocabuiary 3 



ProbLems 




Complete the insurance claims below with the following words. 
injured damaged destroyed !ost stolen 

There was an aceident in the Factory and two people were L . . — 



We would like to claim for their medical expenses* 1 

There was a bad storm iast night and our roof was ' 2 , We want 

to claim the cost of repairing it. 5 

£ fd like to claim for the theft of my car. \t was -. - from outside my 

home during the nighC 



When i was on holiday last week, I q my wallet on the beach. 

I looked everywhere but couldn’t fmd it. It had €1,000 msidef 
L Weve hz\d a hre in the computer room. Ail the equipment is completeiy 
- We need to repiace it as soon as possible/ 
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Irene Foster, an underwriter at the insurance company, Green 
Shield, explains how an insurance company is structured. Listen to 
part one and match the job activities a-f with the people who 
perform them 1-3. 



manager 
dencal staff 

uiiderwriters 



Take care of general administration. 

Handle online and telephone applications and 
claims. 

Agree to accept a risk or not. 

Manage staflf. 

Deal with the majority of applications and claims. 
Take decisions on special cases. 



Listen to part two and answer the questions. 

VVhat example does Irene give ofa £ high risk 1 case? Cornplete ihe 
sentence: When someone has made claims or more in 



What example does Irene give of a case where the company may Teview 
the situatioif? 

What special terms does the company sometimes offer in cases of high 

risk? Complete the sentence: We may Cjuote a — — premium or 

offer only limited . 



Insurance 



r 



Vocabula 



Match the words 1-6 with the meanings a-f. 



administration 

department 

claim 

premium 

quote 

terms 



a request to your insurance company to pay for 
damage or loss 

the amount you pay for insurance during a 
particular period 

the conditions of an agreement or contract 
tell a customer how much something wili eost 
managing or organising the work ofla company 

a part or section, of a company where people do a 
particular kind of work. 



Insurance fraud 

Many people make ffaudulent ckrims on their insuranee. Which of 
the foilowing actions can be described as fraud? 

Being honest about the value of your fmancial losses. 

Making a dishonest claim for an injury you don 3 t have. 

Lying about how much cash was in the wallet you lost. 

Telling the truth about the cost of a car that was stolen. 

Claiming that the repair cost was more expensive than it really was. 
Making a legitimale claim for items destroyed by Hre. 
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Read the article and answer the questions, 

How much does insurance fraud cost in thc US? 

What two kinds of technologv can be used to identify fraud? 

How much has Highway Insurance saved as a result of using this 
technology? 



Complete the text with the following sentences. 

The tremors can indicate that they are not telling the truth. 

c If a fraudulent policyholder decides to opt out, we are happy that their 
claim just goes away/ says Lawrence, 

*Now we are ab)e to pass these savings along to our genuine customersf 

With VRA, the company is now able to identify that nearly one in five 
auto theft claims are fraudulent. 

But most offen, no one’s going to find out if an average consumer 
stretches the truth a bit 




snsurance fraud costs Americans $80 
billion a year $950 per family. Tliis h 
not just because of large-scale fraud - 
everyday consumers also contribute to 
the loss by maJking dishonest daims. 

1 A new lie detectoT telephone 

teehnology may change that The 
Layered Voice Analyzer (LVA) measures 
micro tremors in the voice to determine 
the emotionat state of speakers. 



A similar system, the Voice R isk 
Analyzer (VRA), is already in use in the 
UK and has helped UK companies to 
make saviugs. Highway Insuran.ce is a 
UK-based amo underwriter that uses the 



* J 1 i 

VRA in their fraud detection programs. 
Michael Lawrence. marketing and 
special projects mauager with the 
company, reports that only 5 per cent of 
cL-iims for auto theft u ere rhought to be 
fraudulent before using the system. 



L The analysis takes place in our first 
stage of screening/ says Lawrence. The 
process begins when a policyholder 
reports a ciaim to thc company 's 
automated telephone system. The system 
informs policyholders that theii calls 
rnay bc momtored for fraud-prevcnti'on 
and detection puiposes. If tbe voice 
analysis readings show a claim to be 



suspicious, the policyholder is iuformed 
that further investigation is required A 
Hve telephone interview is then 
arranged. VRA readings show that 38 
per cent of clairns relating to theft are 
high risk, and 1 8 per cent are eventually 
fourtd to be fraudulent. 

If poticyholders withdraw iheir claim 
during the investigation process, the 
company vvi lj take uo action, 

4 As a result of fewer ciaims and 

more accurate identification of fraud, 
Highway Insurance has saved morc than 
£3 million. ‘Before vve started using this 
technology, we didnb know hovv much 
fraudulent claims cost us. because we 
didirt know which clairns were 
fr aud ulent/ explams Lawrence. 



Glossary 

stretch the truth make something 
seem more important or bigger 
than it reaily is 

tremors shaking volce that you 
canT controL 

emotional state the way someone 
feels (e*g* worried, afraid, 

confident) 

suspidous possibLy dishonest or 
fraudulent 
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Choose the best word a-c to complete the sentences. 

The company . all clairns to see which ones could be 

fraudulent, 

a screen s b detects determ i n es 

Calls are using the Voice Risk Analyzen 

a controlled maintained monitored 

If any calls are suspicious, the company them, 

a invents b invests investigates 

The VRA system helps to - fraud. 

a prohibit b prevent protect 

People often fraudulent claims when they hear that ihe 

company will investigate them. 

a contribute withdraw identify 

Identifying fraudulent elaims has helped the company to 

money. 

raise b spend save 




Which of these dishonest actions is niost serious? Put them in order 
from the mosf to the least serious. 

Vour neighbour ordered some pizza but it is delivered to your address 
by mistake. You eal the pizza and sav nothing to your neighbour. 

You spend €15 on some shopping for a friend. You tell your friend that 
you spent €20. 

A shop assistant gives you change for €50 when you only gave a €20 
note. You say nothing. 

You find a €100 note in the changing room at the swimming pool. You 
keep lt, 

You order 12 bottles of wine from an online distributor. The company 
sends you 24 bottles by mistake. You dorft tell them about the mistake. 

You claim €750 on your insurance policy for personal things stoien frorn 
your apaitment The real value was only €200. 
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Passives 

Look at the examples of active and passive sentenees. Choose the 
best altematives in italics i n the rules below, 

Active: The policyholder reports a claim. 

Passive: 

Aclaim is reportcd by the policyholder. 

If the claim is suspicious, the policyholder is informed and a live 
telephone interview is arranged* 

- Eighteen per cent of claims are found to be fraudulent. 

- Your claim is being considered and a decision will be taken shortly. 

My car has been stolen! 

Three houses were destroyed by the storm. 

The passive is formed by using the correct tense of the verb to be / to 
have with the past participle of the verb (e,g. found, stoien), 

VVe more commonly use the active / passive form of the verb when it is 
important to say who performed the action, or what was responsible for 
tbe evem. 

The active j passive form of the verb is usually used when we don't 
know who or what was responsible. 

When passive sentences include information about the agent (who or 
what was responsible for ihe action), we use by /for with the agent. 

For more infonration, see page 160, 

Rewrite the sentences below using the conrect form of the passive. 
Omit the agent if it isn’t important 

Howard Baines set up the companv in 1978. 

To begin with, Baines and his directors divided the company into three 
departments. 

Since then, they have restructured the company into five departments. 

A manager heacls each department 
The company now employs 4,000 people. 

They are building a new head office for 2,000 staff. 

They will complete the new building next month. 

Complete the article with the appropriate passive form of the 
verbs in brackets. 



Insurance companies see manual workers as high risk 



Low paid man ual workers (' charge) 

1 0 to 20 per cent more for 

thei r motor insiiL'ance than high-earning 
professional peoplc, aeeording to data 
from the Automobile Assoeiation. One 

imm ( : guote) £713 for car 

msLiranee when hc gave his job as IT 
consultant. But when the saine persorn 



vvith tfie sanie car and address gave his 
job as factory worker, he (^offer) 
cover for a cost of £793. 

So what are thc best and worst jobs for 
car insurers? Tlie highest rates (’ attract) 

by high-earmng 

sportsmen, becuuse Lhey often drive fast. 
expensive cars. Nightclub staff 



psee) as high risk because 

they park their cars in areas of Liigh 
crime at night. At the other end of the 
scale, the lowest premiums C'pay) 

by accountants. They 

fbelieve) to be carefuL 

people who take few risks when driving. 
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Career skiiis 




Expressing arguments 

In business, as in otber areas of Life, we often have to make difficuLt 
decisions, The best way to decide is to Look at all the arguments for and 
against and to see which is the strongest argument, The foUowing phrases are 
itsefuLfor putting forward arguments and responding* 

Thefact is ... , so ... 

My view is ... , because , , - 
5urely the main point is ... 

You hove to consider ... 

Don'tyou think ... ? 



Irene, jane and Mike are three underwriters at Green Shield 
Insurance Company* They are arguing about a special case: a man 
who has a criminal conviction for theft has applied for insurance 
cover for his house- Should the company offer him insurance? Listen 
to the discusston, How many people are for offering the man 
insurance? 



□ 


Yes, but ... 


□ 


□ 

? 1 


/ understand your point but 


. □ 


□ 


On the other hund . . . 


□ 


□ 


That/s right. 


□ 


□ 





Listen again. Tick the phrascs you hear in the list above. 



Discuss the questions in pairs. Practice putting arguments for and 
against the tdea. 

What do you think of the case in Listening 2? Should the company 
insure the man’s house? 

Should insurance companies cover the medical expenses of people who 
smoke a lot or drink a lot? 

I culture t work To interrupt or not? 

What are meetings like in your country? Does everyone try to speak at the 
same time? Or are there a lot of silences? In some cuitures, people think it is 
a sign of respect to take time before responding to what others sav. In other 
cultures, peopie are uncomfortable about silence. They normally respond 
Immediately, oi even interrupt another speaker to give their own idea. 
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I Dilemma: A fair decision? 



I Decision: 



Srief 

You are members of the Finaneia] Ombudsman Sen ? tce - an 
independent organisatton that helps to settle disagreements between 
companies and their customers, You have been asked to look at the 
following dispute between a car O'wner and an insurance company 
following the theft of a cai\ 



Now listen to Carl Herring, 
a member of the Financial 
Ombudsman Scnhce 
explaining the decision of 
the Ombudsman. 



Jane Buxton was at a restaurant in the city centre when her handbag was 
stolen. Inside the bag were her house keys, car keys, wallet and driving 
licence with her home address on it She reported the theft to the police 
and to her insurance company, The police advised her to change the 
locks on her house. But ten days later, her car was stolen from outside 
her house, She made a claim on her motor msurance policy, but the 
company reftised to settle the claim, They told her she was at fault 
because she didn’t change the locks on her car after her handbag was 
stolen. Jane thinks this is unfair and the company should settle her 
claiiTL 



Useful phrases 

The fact is so 

Surely the main point is ... 
My viewis because ... 

On the other hand ... 



Task 1 

Work in two groups. Group A, read the arguments for the insurance 
company's decision. Group B T read Jane Buxton’s point of vtew, Group A 
turn to page I39 + Group B turn to page 143. 




Task 2 

Should the company settle the elaim? Meet with two 
students from the. other group and put forwarci the 
different argimients for and against Discuss the 
arguments from an objective point ofview and try 
to fmd a satisfactory solution. 



Write it up 

As the ombudsman, write a letter to the 
insurance company. Tell them either 
that you support their decision not to 
settle the claim, or that you think it 
was an unfeir decision and they 
should settie. Explain your 
arguments. 
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Getting better service 
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Conditional 1 


Service 
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i Dilemma: Service not included 
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A complaint is 



Keynotes 

Customer satisfaction is an important part of a 
company's sales strategy, so companies try to 
provide good customer service. That means 
offering fiigh quality products and services, 
answering queries, making it easy for customers 
to order and pay for goods, and detivering on 
time. Companies also need to have a system for 
handling complaints, so that if they make a 
mistake or offer poor service, they can deal with 
the probiem. Most companies train their customer 
service staff to deal politely with customers. 



Praview 



CompLaining 

In which of these situations should 
the customer complain? If not, 
why not? 

The food in a restaurant is 
overcooked. 

You don’t like the music in a cafe. 
You wait ten minutes to be seived 
in a shop. 

There is cigarette ash on the floor 
of an expensive hotel room. 

5 Your train is five mimrtes late. 

After ordering a book online, the 
wrong boolt is sent. You send it 
back but after three weeks, the right 
book still hasn’t arrived. 

A car hire firm didn’t provide maps 
of the local roads. 







vocabutarv Feedback on service 



Complete the comments to a hohday travel company with the 
following words. 



apologv dissatisfied friendly pleased 
useful mistake dirty rude poor 



wrong excellent 







r * — 

Read the article on the opposite page and ehoose the sentence, a 
or b, that best describes the main point. 

Companies that receive no complaims cffer the best setvice. 
tt’s good for companies to receive complaints. 
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Read the article again. Are the statements true or false? 

Australians are correct when they say that the British complain too 
much. 

The British arenT very direct when they make complaints, 

Americans only compiain when there is a big problem. 

British eompanies dotTt spend much on service. 

The Marriott Hoiel Group trains its staff to follow a fixed routine when 
handling complaints. 

Complaining about bad service in Britain doesn’t bring any results. 




The 

f j j^nArYii k't 



Customer service 

Getting better service 



The failure to coinplain is everywhere 

A ustralians cali the British 
"whingeing Poms 15 because they 
complain so much. But a new study 
suggests that Brits should whinge rnore, 
not less. A team led by Chris Voss of the 
London Business School found that 
service quality in Britain is typically 
worse than m America. One reason, rhe 
research suggests, is that British 
eustomers complain [ess about bad 
serviee than hard-toplease Americans 
do. 

The failure to complain is 
everywhere in Britain, Hunter Hansen, 
an American who runs the Marriott 
Hotel i n London ’$ Gro s ve n or S qu are, 
notes that a British guest would make a 



fbiss only about a significant problem— 
and even then, would do so in a 
roundabout way. Americans are critical 
of even smalJ mistakes. 

The resulp Mr Voss HndSj h that Brits 
suffer. But so do companies in Britain’s 
service industries: they do not receive 
much feedback, and so lose a chance to 
improve ser\ F ice quality. lndeed, they 
may spend more than they need on 
service-qualifv improvements, because 
they do not get direct help from 
customers. 

Management gurus know more 
about how companies respond to 
complaints than about why the British 
are phlegmatic. In America, weli-run 



companies have "service recovery 31 
strategies, Staff at the Marriott Group 
are trained in the LEARN routine— 
ListeOj Empathise, Apologise, React, 
Notify. Thc final step ensures chat there 
is a record of each complaint. The Ritz- 
Carlton hotel chain, anorher witli a 
good reputation fcr handiing 
complaints from customers, trains its 
staff not just to say “sonfy 7 but “please 
accept my apology” and gives them a 
budget to reimburse angiy guests. 

When Brits finally complain, they get 
what they want. Mr Voss told his doctor 
that he would l ike to have the results of 
tests rnore quickty. iS The next time, I got 
them soonerG he says, in surprise. ■ 



Glossary 

whinge CQTnplain (informa l) 

pom (Aus) a person from Britain 

(informal) 

make afuss become arigry about 
something 

m a roundabout way not in a direct way 

phlegmatk always caim, not getting 
angry or exdted 



Do people in your country complain a lot? What about? 

How would you describe the quality of seivice in your countiy? 
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1 Vocafeolarv 2 



\ Vocabuiarv 



Dealing with complaints 



Match the steps 1-5 from the LEARJV routine with the explanations 
a-e. 



1 LISTEN 

2 EMPATHISE 

3 APOLOGISE 

4 REACT 

5 MOTIFY 



a Show that you understand how the customer is feeling. 
b Teii management about the probtem. 
c Don't interrupt when the customer explains the problem. 
d Promise to do soinething. 
e Say 'Sorry'. 



Synonyms 

Choose the word or phrase fhat has a similar meaning to the ones 
in italics* 

It 5 s & signijicant prohlem smd a lot of peopie are complaming abont it, 
minor typical important 

Our business is suffering as a result of poor service. 

doing badly recovering failing 

If the service is poor, the company wi)I reimhurse ijoit 

ask you for monev recover the money refund your 

money 

The hotel has a good reputation. 

has had a good report is known to be is very expensive 

very good 



ColLocations 

Cross out the noun in each group which does not go with the 
verb. 

make a complaint / a customer / an apoiogy 

deal with a service / a customer / a problem 

handle a query / a need / a compiaint 

offer a refund / an apology / a complaint 

satisfy a need / a customer / a complaint 



Choose the correct verbs in itnlics to complete the text. 

If a company doesn’t 1 satisffi / ojfer a customer’s needs and he or she 
2 makes / offers a complaint, the company should respond immediately and 
’ deal with / satisjy the customers problem. Businesses that don’t trv to 
’satisjij / handle their customers usualiv receive more complamts. If the 
company ojjers / deals with a refund, the complaining customer wijl often 
come back. But if the company fails to even <, make / himdle an apology, fhe 
customer will not only change to another company, but may also tel) other 
people about their bad experience. 
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What do you think customer service staff should do in the 
following situations? Match the situations 1-5 with the actions a-e. 



A customer is angry about a mistake* 

Ao angry customev describes 
the problem. 

A customer complains but doesn't 
demand any action. 

A customer demands action but the 
company carft do what the customer 
wants, 

The eustomer is a very difficult person. 



Suggest a solutiom 
Sav what you can do. 

Stav calm. 

Accept that you probably 
won ? t find a solution. 

Listen carefully and repeat 
to check- 



Now listen to an extract from a trainmg seminar for customer 
seivice staff and checlc your answers to exercise L 



Listen to the trainer again and answer the quesdons, 

What do employees ofren think when a customer shouts at them? 

What do you think it means ( to soive the problem professionally 5 ? 
Wlnch word makes the customer feel confident that the employee is 
going to do something? Which words should the staff not use? 

Conditional 1 

Study the following examples. Compiete the mles below with 
present or fnture. 

If the customer doesn't demand action, youTl have to suggest a 
solution. 

Ififs a difficult person, you probably wonT find a solution. 

If we make a mistake, we ! U correct h. 

If we ask the customers for feedback, we can find out what they want. 
Most people will be satisfied if you apologise. 

If you canft replaee the product, will you give me a refund? 

In the first conditional, the verb following if is in the tense. 

The verb in the other half of the sentence refers to the and 

is generally formed with wiU. 

We use the fi rst conditional to talk about the result of a 

possible action or event. 

Note: if the result is not certain, we use c an or coiild mstead of will, 
meaning Tfs possible 5 . 
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Look at the paymem terms below* Write sentences linking the 
possible actions and events with the future re&ults, Use conditional L 

Possible action or event Future result 



You pay within 10 riays ^ you receive a discount 

Ifyou pay rnthin 10 dayo> you wi!i recolve a di&courit* 



Possible action or event ^ 

You pay by credit card ^ 

We don’t receive payment ^ 

by the riue date 

You request delivery within ^ 

24 hours 



Future result 

we add a charge of 2 per cent to 
your bill 

we charge interest at 25 per cent a 
month 

there is an additional charge of €20 



You decide not to keep the we refund your money in full 

product 



Complete the extracts from company brochures with the present 
simple or future form of the verbs in brackets. 



Lowest prices guaranteed! 

lf you ( f ind) _____ the same product at 
a lower price in another store, we { 2 ref und) 
the difference. 



C ustomer service guarantee 

Jf you ( 3 be) dissatisfred in any way 

with the quaiity of our service, we 
( 4 send) you a €15 voucher. 



Special offer! 

We ( 5 deduct) __ 10 per cent from 

the price if you forder) _ before 

October 31st. 



Cancellation charges 

If you fcancel) fess than four 

weeks before the date of departure, the total 
cost of travel ( s be) payable. 



Product information 

If you ('require) further information about any 

of the products featured in this brochure, piease call 

040 900 900 and our safes staff ( I0 be) pfeased 

to help you, 



Work in pairs. Look at the altematives below. Describe thc result 
of taking each action. 

Ifl ztay si honia, /V/ oove money, 

Go out with friends this evening or stay at home and study? 

Buy a new mobiie phone / coat / bag or keep the one IVe got? 

Buy a book online or in a bookshop? 

Look for a job abroad or work m my own country? 

Think of some real situations where you have to decide between 
two or more possible actions. Talk about them with your partner 
using If ... , I’ll ... . 
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Listenlng 2 0) 



Speakinc 



] Culture at work 



Dealing with profalems 


When you have a problenp you have to iook at all the possible options and 
find the best soiution. The foLLowing phrases are usefulfor discussing 
probLems. Match the five steps in problem-soLving with the phrases a-e. 


Step 1; Explain the problem 


a 


Ifyou (doX), it witlmeon ... 


Step 2; Present the options 


b 


I'tt arronge h, 


Step S; Consider the result of 
each option 


c 


It's better/ best ifl (doY). 


Step 4: Choose the best soiution 


d 


Ive got a problem ... 


Step 5: Promise action 


e 


There are two possibilities: you could 
either (doX) oryou could (do Y). 



Magda Zawadski phones Shane, the eustomer service rep of a UK 
suppiier 3 about a problem with the delivery of some machme 
components. Listen and answer the questions, 

VVhat is Magda’s problem? 

What two options does Shane present? 

Which option does Magda choose and why? 

What does Shane promise to do? 

Work in pairs. Role-play the phone call between Magda and 
Shane. 

Role-play two situations involving a shop manager and a 
supplier, 

Student A give Strudent B this infomiation. 

Situation I; Shop manager 

Your shop selis fruit and vegetabies. You received some tomatoes this 
rnorning but they are damaged and you can’t sell them. Phone the supplier* 
Lxplain the problem, Hsten to the options and choose the best solution. 

Situation 2: Supplier 

Your company supplies bread to stores. You receive a phooe call frorn a 
shop managen Listen to the customer and offer two possible options: 

1 - offer to collect al i the extra rolis, 

2 - tell the shop to sell wftat they can. Refund the cost of any rolls that thev 
donh seli. 

Listen to the shop managers decision and promise action. 

Student B turn to page 146- 

Showing emotion 

If you feel angry about poor service or bad mistakes at work, do you show 
your anger? Or do you try to stay calm? When you complain, is it better to 
show how you feel ? or to present the facts in a quieL neutral way? In some 
cultures, people accept strong emotions as normal; in other cultures, people 
think it is not appropriate to show emotions in business situations. Which 
cuiture do you belong to? 
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[ Ditemma: Service not included 

— 

[ Brief 

You are the senior managers at House & Home, a chain of warehouse- 
style stores seliing fumiture and fittings for the home. The company is 
suffering. Competition from other simiSar stores is strong and saies are 
failing. You think that the main reason for the loss of sales is poor 
customeT service. To find out more about the problem, you asked your 
customers for feedback* The foiiowing complaints were the rnost 
common: 

• Staff gave wrong inforrnation. 

• Staff didn't know anything about the products. 

• Staff were not interesteci in my query. 

* Staff were rude. 

* Saies staff were busy talking to each other. 

* It w r as difficult to find help even when the store wasn’t busy* 

Yoit believe that if you can offer better senhce than your competitors, the 
customers will return. The question is: how can you improve service? 
There are three possible options: 

Recruit more staff for each store. 

Tmprove staff training. 

Offer higher pay to saJes staff. 

Task 1 

Work in three groups, Find out more about one of the options and the 
possible results of choosirig this optiom 

Group A turn to page 139. Group R turn to page 144, 

Group C turn to page Z46. 

Task 2 

Form new groups including mernbers of A> B 
and C, Share the information you have and 
discuss the three possible options, Choose the 
best solufion and present your choice to the 
other groups. 

Write Tt up 

Write a short report for the Directors of 
House & Home. Use the followmg headings: 

Brief summary of the problem 
Possible options (bullet points) 

Be%t solution 




Decision: 

Now listen to Mandy 
Dunwoody, the Human 
Resources Director at House 
&i Home, explaining how 
the company solved the 
problem of poor customer 
service. 



Useful phrases 

The problem is ... 

We coutd either ... or ... 

If we (do X), we wiLL / won't ... 

I think the best solution is to ... 
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Review 4 



iLanguage check 

pras&nt 

Complete the text with the present perfect 
form of the following verbs (positive or 
negative). 

be decide fall introduce rise see stav 

The Channel Tunnel is an impressive example of 

modern technology, but it 1 so 

successful as a financial venture. Shareholders are 
unhappy about the latest reports, which show 
that the number of cars using the tunnel 

2 by 8 per cent in the last twelve 

months. The number of trucks and cornmercial 

vehicles at the same tevel ? but the 

company an increase in its market 

share. Airline traffic between London and Parts 
^ because of low cost airfares. 

Eurotunnefs directors 6 noi to review 

their pricing strategy, Instead, ihey r _ a 

programme of cost cutting in the hope of saving 
the company. 

rSSSIVca 

Rewrite the sentences in the passive. 

We describe the results of this survey in our 
latest report. 

The results 

They call the new model the ‘Robomaf. 

The new model ... 

They are building a new r office block in the cilv 
centre, 

A new office ... 

They will complete the building next year. 

The building ... 

The company has developed a new drink. 

A new drink ... 

The company raised salaries by 4 per cent last 
year. 

Salanes ... 

The company offered a job to only one person. 
Only one person ... 

The company manufectures the T408 m 
Germany. 

The T408 ... 



Complete the sentences with the correct 
form of the verbs in brackets. 

If you have an accident, rhe insurance 
company (pay) the costs. 

Ifyou (not have) insurance, you 

will have to pay for the damage yourself. 

You could miss your plane if you (not hurry) 

You {not lose) money if you tnvest 

in a strong companv. 

There will be an extra charge if the customer 
(not pav) on time. 

The company (need) to recruit 

more staff if they set up the new ofifice. 

Our staff (learn) to do a better job 

if we give them training. 

If the quality (be) poor, our 

customers will complam. 

Gonsalidation 

Choose the correct form of the word or 
phrase in italics. 

Everyone thinks Brirish food is the worst in the 
world. But it E itn.proved / has improved a lot in 
recent years. Britons 'Joutii / havefound a new 
interest in food. If you y read / wilf read British 
newspapers, you will see recipes and restaurant 
reviews. New restaurants x is / are being 
advertised everywhere. Cooking programmes 
5 schtduLe / nre scheduled on TV T every night and 
kitchens 6 becnme / have become bigger and 
better, 

The biggest change that can ? see / be seen is in 
the quality of produce in shops. Twenty years ago 3 
there - \vas / !ms been only one kind of tomato in 
supermarkets. Now, if you 3 visit / vvill visit a 
British supermarket, you can fmd 15 types of 
tomato. A similar change took / has taken 
place in other rich countries. And in developing 
countries, it n ha$ reported / has been reported 
that there is a lot more food available to the poor. 

But the wrong kind of food ]Z was / is heing 
consumed too. In some countries, more than half 
the population is overweight Doctors warn that if 
people 'HvonY / don’t eat betten there H are / vvill 
ke more deaths from over-eating than from 
smoking. 
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Vocabutary check 

Choose the best option a-c to complete 
the text. 

John went skiing last winter. He had an 

E and fell 20 metres down the 

mountain. I le wasn't 2 , but his camera 

was . The cost of repairs was €200. 

He tried to " on his travel insurance, 

but the insurance company said that his 
5 _ _____ didn't cover dangerous sports. 



accident 


incident 


injury 


damaged 


unhealthy 


injured 


injured 


damaged 


destroyed 


cornplain 


cover 


claim 


protection 


policy 


claim 


Choose the best 


option a-c to 


complete 



the text, 

Online shopping has increased dramaticaily in 
recent years as more and more people use the 

internet to iravel tickets and buy 

goods, However, there can be problems when 
buying online. Some retailers have found it 

difficult to guarantee 2 times: goods 

may arrive late or not at a!L Some customers 
become frustrated when they are unable to eancel 

an order or get a 3 for goocis they donT 

want Companies that try to 4 

spending on customer seiwice may find it 
difficult to ali the complaints from 



customers. 



book 


require 


command 


delivery 


distribution 


service 


payback 


return 


refimd 


reduce 


put down 


fall 


apologise 


deal 


handle 


satisfied 


dissatisfied 


unsatisfied 



Career skills 



Unemplovmentrate 1998-2005 

% of totaL w mrkforce 




1998 1999 ZC300 2001 2002 2003 2004 2005 



Choose the correct phrase to complete each 
sentence describing the graph. 

dropped from 6% to 45% fell to fluctuated 
remained steady reached a peak 

From 1998 to 2000, the unemployment rate 
_ between 4,0 and 4.3 per cent. 

In 2000, the rate 3J per cent 

The ievel of unemployment during 

the next two years. 

In 2004, unemployment _____ of 
6.0 per cent. 

In the second half of 2004, the rate 



A and B discuss whether to hire a big room 
or a smalier room for a party for customers. 
They don't know how many people will 
attend, Match the phrases with the 
arguments o-e, 

My view is that we should hire the big room, 

B On the other hand, 

1 understand your point, 

B Surely the main point 
That’s right. 

If the room is too small, our customers will 
leave - and that could cost us a iotl 

but if a lot of people come, w r e will need the 
space. 

is to save costs where we can, 

because ifs better to have too much space 
than not enough. 

we might have to pay a lot of money fer space 
we don't need. 

■. ')mi f n c wit h o r o b l s ■ n s 

An office worker (A) phones a technician (B), 
Put the dialogue in the correct orden 

OK, but if we send someone to you, you may 
have to wait till this afternoon. 

Fine. Then ITl arrange for someone to come to 
you. 

fve got a problem with my laptop - it isn’t 
working. 

Thafs OK ; I can wait 

Right. Well there are two possibilities: we 
could send someone to you io look at if or 
you could bring it to us. 

I carft bring it to you verv easily - ifs 
connected to other equipment at my desk. 
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Keynotes 

In manufactunng, productivity means the 
amourtt of goods produced in relation to the 
work, time and money needed to produce them. 
There are many ways for companies to improve 
productivity: by instaUing new equipment with 
more up-to-date technology, for example. 

Many manufacturers and suppliers have a system 
of just-in-time delivery, which reduces the 
cost of carrying large quantities of stock. More 
generaUy, productivity means doing something 
efficiently: not wasting time and resources. 



Adjectives and adverbs 
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Caraer skiils: Managing time 
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Revolution in the car industry 
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. 









Increasing productivity 

Which of ihe following factors can help to increase productivity for 
manufacturers 5 and which can reduce productivity? 



□ 


delays in delivery of components 


□ 


robots 


□ 


up-to-date technology 


□ 


shortage of staflf 


□ 


effective quality control 


□ 


efficient suppliers 


□ 


products that fail quality tests 


□ 


good workers 


□ 


out-of-date technology 







Listen to Paul Gard ner, Managing Director of a chemicals 
company 3 Absolute Solvents, talking about what productivity means 
in his business* Tick the factors above that he talks about. Which 
two factors have helped to improve productivity at Absolute 
Solvents, and which two have been problems? 

Listen again and answer the questions. 

Why is productivity an important concept in PauPs business? 

What factor does he say is ‘vitaP? 

What can happen if there’s a problem with the process? 

What does Paul say is s the biggest probiem 5 ? 

What problems can there be with people? 

What does Paul say is £ essential to high productivity? 



Do you think the same factors could help to increase productivity in 
the car industry? 



Read the artide on the opposite page and decide if the following 
statements are true or false* 

Car manufaeturers can? produce enough to meet customer demands. 
Models need ro be updated more often. 

Each car factory can only prociuce one model 
Productivity is very high. 

It takes too long to deliver finished cars to the customen 
Sales forecasts are accurate* 

Manufacturers could save monev by building cars to order. 

The car industry ? probably won’t change much in the next few vears. 



A number of factors increase manufacturing costs and reduce 
profits. Which of the followmg are mentioned in the article? 

developing a wide range of models 

high labour costs 

holding com poncnts in stock 

holding stocks of fmished goods 

price discounts 

strikes 
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The Economist 




Glossary 

over-capacity when an industry is 
capable of producing more than it 
needs to 

segment a particuLar part of the 
market (e.g. Luxury ears, sports 
utility vehides) 

order-to-delivery cyde the usuaL 
time between the customer placing 
an order and receiving the product 

assembly the process of putting 
the parts togetherto build a 
firiished product 



Car manufacturing 

Revolution in the car industry 



be smaller and cleancr, and not all owned by car companies 



Car fectories of tlie fiiture will 

T he car bustncss has a serious 
problem: it is producing too many 
cars. This over-capacitv is resulting in 
fierce. competition. Each manufacturer is 
competing in every segment of the 
market, with a huge range of modds to 
attract difterent consumers. And models 
are fiequently updated to keep interest 
fresh. This is making the business 
complex and expensive. S o how can 
compames cut costs and increase their 
profit matgins? 

To offer so niany different modds, 
car companies need fhctories that are 
completely flexible. Thev need to switch 
quickly from making one model to 
another to meet changing dernands. 
Honda was first to do this, organising 
its factories so that any one of them 
could make any model of car. Thev can 
switch to a new model overnighf 
simply by changmg the software In the 
robots. 



Delivery is another issue that affects 
margins For years, companics have tried 
to cut the time between a customer 
placing a n order for a car and taking 
delivery. Manufacturers now operate a 
just-in-time produc.tion system. The 
components for eadi car arrive at pre- 
cisely tlie right momerit when they are 
needed on the assembly line. Such 
production methods have cut the cost of 
holding components in stock, and have 
residted in high productivity. Most 
makers are now able to assemble a car 
in just 18-20 man-hours. 

But once the car Is flnished, it 
usually stays in a distribution centre for 
40-80 days. A shorter ordeiMo-deHvery 
cycle would lower the costs of holding 
stocks of hnished cars. Moreover, most 
of these vehicles need to be discounted 
to get people to buy them, With big 
discounts on sale price, there is no 
guarantee of profits even when tbe 
factories are busy. 



The magic ansvver to all this could be 
'■’biiild to oi'def’ (BTO). Instead of 
foilowmg the sales departmenfs 
forecasts, cars could be quickly 
assembled to the customer's orders. 
Nissan has calculated they could 
increase profit by as much as $3,600 a 
vehicle in this way. 

But some people in the industiy r 
predict that the shapc of car 
manufactming wiU change even more 
radically. One view is that today's 
man ufactmers will disappear. In their 
place will be vehicle brand owners (or 
VBOs). They will do only the designing, 
engincering and marketing of vehides, 
Eveiything else, including even flnal 
assembly 3 will be done by the parts 
suppllers. 

Such changes to the way the industry 
is organised may be necessary if 
companies are to survive, ■ 



The 

Ecunoiin&r 



What are the advantages and disadvantages of BTO for the 
manufacturers? Would you prefer to choose a car from the ones that 
your local dealer has in stock, or to order a car with your choice of 
colour and features? What features would you choose to have? 

(e.g. satellite navigation, air conditioning, CD-player ... ?) 
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! Votabulary " Design to delivery 

Match the words 1-8 with the meanings a-h. 



delay 


change from one thing to another 


demand 


a set of similar products made by a particular 


forecast 


company 


modei 


a situation where something is la'te 


range 


a prediction about a future situation 


stock 


peop!e 5 s need or wish to buy particular goods 


switch 


rnake something more modern, using the latest 


update 


technologv 

a type or design of car or machine 

a supply of items that a company keeps to use 
when it needs them 



Just-in-time production 



Study the diagram and complete the labels, 1-5, with these words. 




assembly components finished goods order supplier 



Manufactur&rs supplies 

electronicaLly according to need. 



are taken to the 

Line at the momerct they are needed. 




5 Storks of 



2 



4 



deLivers parts to the 

manufacturer severaL times a day. 




of parts to buiLd the 

finished product. 




wait for dehvery to tho customer. 



Word buiLding 






CompJete the tables. 






Noun 


Person 


Verb 


production, product 


1 


2 


3 


... 


deliver 


supply 


4 


5 


manufacturing 


6 


7 



Noun Adjective 

productivity 8 



9 



efficient 
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Efficient stock control 

Complete the text with words from Vocabulary sections 1-3. 

Manufacturing businesses hold stocks of 1 to be used in the 

assembly proeess. If a 2 fails to deliver parts on time, the 

company can use its stocks to avoid a J ln productmn. 

Companies also hold stocks of * that are waiting to be sold. 

Without these, the company could lose sales if customer 5 

unexpectedly increases. But hofding 4 costs money so thafs why 

companies 7 the minimum quantity fbr their needs, and arrange 

5 just in tirne. 



Lister 





Gavin Floyd is Production Improvement Manager at a company 
that manufactures inks for printing. Listen to him talking about his 
work and answer the questions. 

What is Gavin’s main job? 

What do companies use Six Sigma for? 

What can a Six Sigma analysis show? 

What three types of waste does Six Signia help to reduce? 

Adjectives and adverbs 

Study the examples. Which one contains an adjective? What is 
the difference between an adjective and an adverb? Which adverbs 
describe Iirnv you do something, and whieh describe how often? 

Over-capacity in the car industry is resulting in fierce competidon. 
Models are frequently updated. 

Cars can be assembled quickly to customers' ordcvs. 

Honda can switch production easilv between models. 

Cars usually stay in distribution centres for some time. 

Supplies are ordered electronicaHy, by computer. 

Everyone is working hard to finish the proiect on time. 

Our staff work well as a team. 



Complete the rules. 

We usually form adverbs bv addlng these two letters to the adjective: 

When the adjective ends in -ij, we form the adverb with . 

When the adjective ends in -ic, we fonn the adverb with 

Go od, hard arid fkst are adjectives. Their adverb forms are irregulan 
What are they? 



Choose the correct answer for each question. 

Where do we usually place adverbs that describe how? 
infront of the main verh / at the end of the sentence 
Where do we usually place adverbs that describe how qften? 
m jront o/ the main verh / at the end of the sentence 

f;n for rnore : u'ooiiaLsjri. see , ioi 
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C.omplete the text with ad\ r erbs formed from these adjectives. 

efficient careful easy iniiia! necessary regular 
smooth successful 

Management at Danington Crystal, a glass-producing company, decided to 
try an experiment lo see if their workers could learn to work more 

' efficientiv . Many of their staff 1 work a 50-hour week, but for 

the experiment, they agreed to keep to 40 hours. ' , everyone was 

very optirnistic, but they fburid that they couldn't change their habits 

1 . They received training from a consultant who helped them to 

plan each day’s work " and to deal with the most important tasks 

first. After a few problems, the experiment ended fl : everyone 

worked shorter hours and the business continued to run 7 . 

'Working longer hours doesn’t s improve productivity,’ the 

Managing Director said. 



Put the adverb in the correct position a, b or c in each senlence. 



We use software a to update b the information c. 
Employees a have to b work c at night. 

All our sales staff a speak b English c. 

We a send b orders c to suppiiers every few hours. 
When we receive an order, we a have to b respond c. 
We check to make sure that everything a is b working c. 



(automatically) 

(sometimes) 

(well) 

(usuallv) 

(fast) 

(efficiently) 



Correct the mistakes in the checklist. There is one mistake in 
each sentence. 

I pian exact what I have to do each day. 

— » 1 plan exacdv what I have to do each day. 



I don’t waste time doing things that aren’t necessarily. 
i deai with importantly tasks immediately. 

I fiil my time constructive. 

I skim read texts quick betore i decide to read them in detaii. 
My work area is always tidily. 

I share usefuliy ideas with friends or colieagues. 

I regular review my way of working, 

I try io find more efticiently ways of doing things. 

I only work a certainly number ot hours every day. 
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Work in pairs. Discuss the checklist above. Tell your partner what 
you usually do in order to be more efficient in your studies or in 
any job you do. What else could you do to improve your efficiency? 



Managing time 

There are many work situations where there is a time limit. In more formal 
meetings, it is usualty the Leader who makes sure that the meeting finishes on 
time. In informat meetings or team activities, any member of the group may 
remind the others about time. 

The foLLowing expressions are usefuL for managing fime: 
a We don't have much time . e Could we quickiy talk about ... ? 

b We mustfinish by 11 o'ciock. f Can you please keep itshort? 

c We're running out oftime . g OK- it's time to finish. 

d We need to be quick. 




Listen to fhree extracts from a meeting, one from the start, one 
from the middle and one from the end of the meeting. Wrife start, 
middle , end below. 

Extract 1 

Extract 2 

Extract 3 



Listen again and tick the phrases that you hear. 



Work in groups of 4-6. Your group has regular meetings where time 
is often wasted because eveiyone talks too mueh. Discuss how to 
make your meetings more efficient. Try to agree on five difterent 
ideas. Your teacher will give you a time limit for this discussion. 



Managing time 

When preparing meetings or organising your work, do you prepare a 
schedule and keep strictly to it? Or do you tliink it is better not to worry 
about a schedulejust use as much time as you need? Some cultures think 
of time as a precious rcsource that must be managed efficiently and not 
wasted. Others have a more flexible view of time. Which culture do you 
belong to? 
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Dilemma: Bonus or bust? 



Decision: 



Brief 

Scrutons Ltd is a small engineering firm that manufaetures machine 
parts. The directors have a problem: productivity has fallen significantly 
in the last two years, and the business Iias started to sutTer, The workers 
are failtng to meet their production targets and the company is often 
late with deliveries to customers, There are also complaints about poor 
quahty. The workers are unhappy because they are never able to earn 
their productivity bonuses, Morale is low. The situation has now reached 
a crisis: the companys reputation is badlv damaged, sales are falling 
and financial losses amount to thousands of euros each month. What 
should the directors do? 

Task 1 

Read the background to the problem and the diflferent options below. 
Prepare arguments for one of the four options. 

Background to the problem 

Two years ago, there was a disagreement between Patrick Massey (then 
the Production Manager) and the board of directors. Patrick wanted to 
give the workers an increase in pay ? but the directors refused, They 
decided to introduce productivity bonuses instead, Following the 
disagreemenL Patrick Ieft the company. He was 58 and decided to take 
eariy rethement. Roland Court became the new Production A4anager ? 
but he is nor a strorig manager and is not popular with the workers. 



Listen to George Mann, 
the Managing Director of 
Scrutons Ltd, talking about 
the dedsion which the 
directors took and wbat 
happened as a result. 



Useful phrases 

OK. Let r s start. We have to 
decide ... 

What do you think? 

Can you ptease keep it short? 

Dogs anyone have any other 
opinions? 

So can we agree to ... ? 

OK, ifs time to finish. 




Write it up 

Write a memo to all the staff of Scrutons Ltd. 
Explain what you have decided to do. 



Options: 

Give. a pay increase to all the workers (this 
would COSt €500,000). 

Reduce the level at which workers can earn 
productivity bonus (this would cost 

Appoint a new production manager. 

Cut labour costs (e.g. by not recruiting any 
new workers when people leave). 



Task 2 



Work in groups of 4-7, You represent the directors 
of Scrutons. Hold a meeting to decide what to do. 
Choose one person to lead the meering. This 
person should start the discussion, ask people for their 
opinions, keep to the time limit and close the meeting. 
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How to be a brflliant 









EViwf 3 



j. 



Keynotes 

We say that people are creative 
when they have new ideas that 
challenge the traditional ways of 
ihinking. Creative people have 
innovative ideas for new products, 
and find imaginative ways to seLl. 
But creativity is important in every 
■neid of business because creative 
chinking helps to soLve probLems. 

If you try to look at a problem from 
3 different perspective, it may heip 
ou to find a radical solution. 



Creative solutions 



P r t!Vfov. 




Tn small groups, study the two problems below. What do you 
think the solutions were? 




Aquavision - aquarium manufacturer 

Aquavision makes aquariums for the corporate market. It 
delivers the glass tank, equipment and fish, and installs the 
aquarium on site. It had a problem: the glass was often broken 
during transport. This cost the company a lot of mcmey and 
caused delays for customers. The staff discussed several soiutions. 
Could they find a new material instead of glass for the tanks? 
Could they improve the packaging? But none of these ideas gave 
them a satisfactory solution to the problem. What did they do? 



Kinko’s copy shops 

Kinko’s is a chain of shops 
offering photocopying 
facilities. including colour 
copying. Their problem was 
that business dropped 
significantly every December. 
This was because people were 
too busy preparing for 
Christmas to do much 
photocopying. What did they 
do to increase revenue at this 
time? 




Tum to page 146 and read the solutions. 



Read the article on the opposite page. What does the writer say 
we should do if we want to be brilliant thinkers? Tick all the correct 
answers. 

study problems ffom a single perspective 
look at problenis from new directions 
use traditional methods 
consider a number of dift'erent perspectives 
take time to study a problem 

Coraplete the article with sentences a-e. 

You could study a satellite photo or a map. 

Competition in our business is not about price wars and money-off' 
coupons. 

In this way, she was able to maximise revenue from the performances. 
They took an entirely different view and transformed society. 

How can we take a different view of a situation? 
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A different 
perspective 




A wood might look like a randoni 
group of trees, but if you take a few 
steps to the side, you ean see that all tbe 
trees are in rows, Sometimes wc are 
standing i. 1.1 the wrong place to see an 
obvious answer. \Ve have to deliberately 
take a different point of view before we 
have a chance of creating a radical 

solution. 1 . Tnstead of i.ooking ai the 

scenc fromyonr view, try looking at it 
from the pcrspective of a customer. a 
child, an artish a martian and so on. 

What would you do if you had to 
study a river valley? You could look tip 
and dow n the valley. you could iook at it 
from the riverside or from cach hil lside. 
You eould take a boat down the river. 

Eacii gives you a different view of 

the valley, WTiy not do tbe same with u 
business problem? 

Karen Brady became the Managing 
Director of Birmingham City foolball 
club at the age of 23. Tt vvas making 



huge losses but over the following tcn 
years she transformed it into a thriving 
aod profitable ciub. Her suecess is 
largely becausc she took a different 
point of view from the men who 
traditionally run the game. She saw the 
club as an events company, She applied 
new marketlng methods to fill seats and 
sell affinity products, such as insurance. 
to thc fans. 

Lindsay Owen-Jones brought a new 
perspective when hc became CEO of the 
French group L'Oreah and has achieved 
remarkable growth. UOreal has a 
difterent point of view from consumer 
goods companies such as Uniiever, 
whicli also sell cosmedcs* Owco-Jones 

explatns: The consumer is guided 

by product pciformance. Is it 
pleasurable, imaginative and beautiful? 
Is this what J want at this moment in 
time? 



The great innovators did not take the 
traditional view aod develop existing 

idcas. 5 Tf we look at problcms from 

new directions then wc have nnhmited 
pos&ibilities for innovation. 



Glossary 

martian creature from the pLanet 
Mars 

ctffinity products when these 
products are sold some of the profit 
goes to the ciub 



Who would you consider to be ‘a great innovator , ? 

Look at your classroom or your workplace from the perspective 
of an artist 5 a child or a martian. What would they notice? 
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- Choosc the best word or phrase in iftiiics fo replace the words in 

bold. 

Tbe wood was a group of liees growing in a random way. 
phinned / unplanned 

The solution isn't always obvious. fmrd to /md / clear 
He broke the window deliberately. 
cicdfientnlly / becniise He wanted to 

She transformed the company. moved / changed 
She created a thriving elub. successful / popular 



VocsbuLary 2 



MuLti-part verbs 



lx>ok can have different meanings when combined with different 
words. Match the verbs 1-5 with the meanxngs a-e. 



look at 

2 look for b 

3 look atter 
look like 

look forward to 



try to find something you have lost 

seem, or be similar to 

observe 

take care of, be responstble for 
be pleased about something that is 
going to happen 



Complete the text with the correct forms of veibs from above. 




Yocahutary 3 Suffixes 

Look at these adjectives from the text and notice how they are 
formed from nouns. 

tradition — ? traditional imagination — » imaginative 

proftt — » profitable beauty-^> beautifiul 

How do you form adjectives from the following nouns? Use a 
dictionary. 

practice 2 success 3 competition 4- accident 

5 innovation 6 care 7 reason 8 fashion 
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f Pranunriation 0 



Listen to the pronunciation of some of the nouns and adjectives. 
Write the words you hear and mark the stress. 

eoG no my econom ica l 

noun adjective 

I 





4 




Listeping 1 0 



Developing company creativity 

Paul Saunders, a consultant, talks about the importance of 
developing creativity. Listen to part one and answer the questions. 

In what fields of business is creativity especially important? 

Why is it so important for companies to do something different? 

Iisten to part two and complete the sentences. 

Adaptors are . They look after the . 

They are important for in the day-to-day running of the 

business. 

Innovators are people who want . They like to challenge 

the normal way of doing things and are happy to . 

They are important to a company when . 

5 It’s essential for managers to encourage their staff to 

and be ready to try new things. 

To be a creative leader, you have to . 



Conditional 2 

Study the examples and complete the rules below. 

What wouid you do if vou had to study a river vailey? 

Ifyou went up in a spaceship, you would see the world differentlv. 

It would be easier if we discussed the problem together. 

People would suggest more new ideas if they weren’t afraid of criticism. 
Most people could be more creative if they practised a few exercises. 
Ifwe had more money, we could invest in research. 

In conditional 2, the verb following r/is in the tense. 

The verb iri the other half of the sentence is formed with or 

, plus the infmitive. 

What is the difference in meaning between these sentences? 

Ifyou take a boat, you’ll see rnore. / If vou took a boat, you’d see more. 

■ Which one of the following is not correct? 

We use conditional 2 to ... 

□ talk about the future result of a possible action. 

□ imagine the result of improbable or unreal situations. 

r.iore irircn-imarion, see page 60 
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Choose the correct form of the verbs in italics. 

Tfl think of any new ideas ? fll / Td phone you, 

2 If we had more time, we can / could do more careful research, 

People would be more creative if they werervt / wtmldn’t he so stressed. 
If we ftave / had a more exciting product, we ? d sell rnore. 

People will buy the product if we make / made it more exciting* 

Will / Would companies be more innovative if they encouraged more 
discussion? 

Ifwe rlon't / riidn 5 t take risks sometimes, we would never make any 
progress. 

What would we do if the venture fhiled / would faii? 

Write a sentenee about each person’s wish ttsing the second 




Pascale works in an open-plan ofFice with a lot of other people. The office is 
noisy and jfs diffiicult to work. He 3 d like to have his own office, 
f \f t had tny own office, /t would be eaeler to work . 1 

Marta has young children at school but also works full-time. She has to 
work fixed hours firom 9am to 5pm. She'd like to work flexi-tirne so she can 
meet her children from school. 

Tf I j 

Don travels a lot in his worL He has a young family but he doesnk see 
them verv often. He would like to travel less and spend more time with his 
family. 

Tfl.J 

Trudy has to travel for an hour by train every dav lo get to work. Tt is 
tiring and expensive. She would like to work from home for part of the 
weeL to save time and costs, 

Tf l .J 

Felipe has a tough boss who expects him to work very long hours. He 
feels very stressed. He ? d like to have a more sympathetic boss. 

TffoJ 

What would make ijour life easier? Work in small groups. Tell the 
others what you would like to change and why. Use conditional 2. 



Career skills 




finding creative sotutions 



When your company or your team faces a difficutt situation, you need to Look 
for a creative soLution. It is a good idea to meet and brainstorm as many 
possibie solutions as you ca.n and make a List. Don't discuss the ideas yet. 
Don't reject arty of them. Write down aLL the ideas, even crazy anes. When you 
have a iist r you can evaluate the ideas to see which ones wouLd (o r wouldnt) 
work. It heLps if you make a stafement about what kind of soLution you reaLLy 
want. 

Look atthe foLLowing exampLes* Which ones are usefuLfor brainstorming? 
Which ones are usefuL for evaluating? Which one heLps you to define the 
soLution you want? 

Would it help if ... ? Whot if we . . . ? 

I/ we did that, it would be ... That wouldn't work f wouldn r t help . 

What else could we do? What we really want is ... 

That could be a solution. 



Problem 



A large finance company has jnst produced an expensive colour brochure 
Two million copies have Loeen printed. Unfortunately, there is a mistake, 
The telephone number for customer enquiries is written as 0050 040 050. 
The number should be: 0050 040 040. 



Listen to three members of the company’s marketing department 
evaluating the three possible solutions below. Which ones would / 
wouldnT work? Why? / Why not? 

reprint all the brochures 
fire the person responsible 

print labels with the correct number and stick them on 



Listen to the next part of the discussion. Someone suggests a new 
idea. What is it? Could il work? 



You are the managers of a small company, Your staff are using too 
much paper. It is a high cost and much of it is wasted. How can 
you encourage people to use less paper? Brainstonn as many ideas 
as you can and make a list Then evaluate the ideas and decide 
which one{s) would work best 

! Cutture atwork Showing disagreement 

Ifyou disagree with someone in a meeting, do you say: T disagree 
completelyf or £ Yes, T see what you mean, but „/? In some cultures, people 
think it is normal to express disagreemenf directly. in other cultures, people 
find this too aggressive. They never say £ 1 disagreef Instead, they politely 
suggest another way of looking at the problem. Which kmd of cuiture do 
you belong to? 
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Dilemma: Gold rush 



Brief 



galdoarp. 

° ^ IfW. 



Goldcorp is a company 
that mines go!d m 
Canada, The company 
owns the Red Lake mirie, 
which is not produchve. 

In 50 years of production, only 3 million ounces have been extracted 
and the quality of this gold is low grade. The mi ne’s costs are high and 
the company is losing money fast. Rob McEwen, the CEO ? believes there 
is more gold on the site. Other mines in the area fiave produced high 
quality gold: one mine has produced more than 10 million ounces. 
Perhaps this source of gotd also rtms mto the Red Lake site, If the 
company could mttke a new discoveiy, all their problems would be 
solved! But exploration is slow. The small team of geoiogists working on 
the probJem has a lot of work to do to anaiyse a]I the data, and the gold 
Hes at more than 1,000 metres below the ground so testing is expensive* 
What could the company do? 

Here are some possibfe soiutions: 

Cfose the mine and cut losses. 

Invest in more geoJogists and new equipment and try lo speed up the 
exploratiorL 

Continue to explore with the existing team and no new investment. 
Hold a competition to Pmd the gold* 

Another solution? 



Task 

In small groups, hold a 
meeting to evaluate each 
of the above solutions. 
Can you think of any 
other ideas? Try 
brainstorming some more 
creative solutions. 



Decision: 

Now listen to a financial 
news teporl aboul Goldcorp. 



Useful phrases 






What wouLd happen if we , ? 
We'd be abie to ... 

If we did that, it would be ... 
What else couid we do? 

That wouldn't work / wouldn't 
hetp. 



Write it up 

Write a summary of your 
meeting. List each of the 
solutions that you 
discussed. and outline 
what you think c.ouid or 
would happen if you took 
this action. 
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The kids are atl right 
Present perfect and past simple 



J Motivation 



PAGE 131 

Career skiits: Giving reasons 




Peopie work hard because they 
are motivated to achieve 
something. Many companies 
encourage hard work by offering 
higher pay and bonuses for good 
performance. In the past, 
companies rewarded Long-term 
service and ioyalty to the 
cornpany. Staff were motivated by 
the chance of promotion to 
senior positions. Nowadays, 
companies are Less hierarchical, 
peopLe change jobs more 
often. This means that companies 
have to find new ways to attract 
and keep tatented workers - for 
example by creating a more 
exciting working environment. 
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Dilemma: Hot-deskinq 




Preview 



Listening 1 © 




Speaking 



Regdislg 



What motivates you to work harder? 

Choose three factors from the list. Explain your choices to a partner. 

the prospect of earning good money in the future 

competition with others 

working in a friendly environment 

having fun while you work 

receiving praise 

meeting a challenge 

working on something that is interesting and exeiting 
feeling confident that you can do something well 

Listen to Dilys Breeze, a human resources manager, talking about 
motivating workers in her company. Which of the factors in the list 
above does she mention? 

Listen again and complete the text. 

Most people feel motivated when they know they are making a 

1 and doing something 2 , 

People need to receive praise. They want to feel that others 

2 their problems or suggestions. And most want to 

develop their 4 and 3 new things. 

Tick what managers should do, according to Dilys Breeze. 

stimulate Q encourage □ criticise [© support [© 
listen [© shout [© help O instruct [©] 

Did you have similar ideas to Dilys Breeze? 

Read the article on the opposite page and find four reasons why 
some companies ane trying to attract young workers. 

Read the article again and answer the following questions. 

What does CapitalOne offer its ernployees? 

What five things are most important to young people in their work? 

Which of the following things were generaily true in the past (P) 
and which are tme today (T), according to the article? 

Ofifice culture is forrnal. 

People only become top managers after years of ioyal service. 

Companies can grow rapidly and also fail suddenly. 

Workers have to show respect for their superiors. 

Companies prefer workers who understand e-business. 

People work for the same company all their lives. 

Young people have inany opportunities to show creativity. 
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Survey; The young 

The kids are all right 



Young people at work can now expect oppQrtunity, responsibility, respect - and fun 



Y butli is a time for furu In one 
American playground in Florida, 
there are basketball courts and 
volleyball nets. Inside, there are bright 
colours, Nerf guns and a games room 
with pingpong, This is not a school, but 
the ofFices of CapitaLOne, one. of 
Americas Iatgest credit-card firms. The 
firm gives each department a monthly 
£L fun budgef The same sort of thing can 
be found across corporate. America rhese 
days. The kids have taken over. II is 
technology that drives business toclay, 
and dot.com culture is everyv/here, The 
young are now the rising power in the 
workplace. 

Take Microsoft, a business with 
40,000 mostly young employees: the 
dress code is “anything goes as long as 
youTe clean'c People wear shorts and 
have blue. hair - sometimes even in 
management. The typical workpiace 
scerte features mid-afternoon hockey, 
video games and techno music on 
headphones. 



Compames want to attract and keep 
a younger workforce because of its 
technical skills and enthusiasm for 
change. So youth culture is becoming 
part of office culture. This may be no 
bad thing. Aiong with the company fun 
budget come things that matter more 
deepJy to young people: opportunity, 
responsibility, respect. 

In the past, it was fhe middle-aged 
vvho ruled. At work, grey haiiy vears of 
loyai service and seniority counted most. 
Now things are changing, Older workers 
will not disappear, but they will have to 
share power with the young. In the old 
days companies grew slowly; wlth 
Success came conservative corporate 
values* Now the workfs largest firms 
can crash at any moment T'he pace of 
change is increasing. And change 
favours the young: they iearn and 
relearn faster and will risk more to try 
new things, 

Many companies no ionger have 
seniority-based hierarchies. Feople. can 



get to the top faster, They^ don't have to 
spend years showing respect for their 
superiors. It is more important that they 
are able to understand e-business and 
have the courage to ask £L whv?T Loyalty 
to the company Is less important than 
talent. Empiovees stay only when there 
are challenges arid rewards, Changing 
jobs frequently is now a sign of 
ambition and initiahve. 

All this is a good thing. Young 
people are at their most creative stage in 
life. Now they have more opportunity to 
put their ideas and energy into 
practice. ■ 



GLossary 

Nerfguns reaListic toy guns that 
shoot but dorTt cau.se i njuries 



rhe 

tcononust 



Would you like to work for CapitalOne or Microsoft? Why? / 
Why not? 



In what ways is the office culture in companies in your eountry 
similar to or different from the culture of CapitaiOne or Microsoft? 
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: r Personal quaiities 

Find the words in the article that match these personal qualities. 

a strong feeling of interest and excitement about something: 
e (paragraph 3) 

the ability to be brave enough to do or say something you think is nght: 
c (paragraph 5) 

staying faithful to one company: 1 (paragraph 5) 

a special natural ability or skill: t (paragraph 5) 

determination to be successiui, to achieve something: a 

(paragraph 5) 

the ability to do something without waiting to be told what to do: 
i (paragraph 5) 



Management styles 




Complete the text with the fbllowing words. 

hierarchy level reward senior superiors subordinates 
responsibility seniority 

Some companies have a complex 1 with many levels of 

management; 2 managers are very powerful, so it is important 

to show them great respect and " are generally afraid to question 

the decisions of their 11 . Other companies are less hierarchicaL 

People respect each other because of their skills, not because of their 

1 . These companies give younger employees more * . 

They 7 . go od ldeas from everv 8 in the organisatiom 



■ VocabuLa'ry 3 Multi-part verbs 

Take ean have diflFerent meanings when combined with diflferent 
words. Study the examples and match the verbs a-f with tlieir 
meanings 1-6. 

The kids have taken over. 

The company has taken on 20 nev/ staff. 

Maria has taken up the job offer from Microsoft 

The management told John to take offhis earrings at work. 

Everyone in the department took part in the voileyball match. 

The meeting will take piace on Monday at 09:00. 

& remove 

take control ofsomething 

recruit or hire 

accept 

happen 

do an aetivity, participate 
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Complete the sentences with the following words. 

on off up over part place 

The company was reorganised after John Green took as CEQ 

We offered the staff a bonus in exchange for a reduction of holiday time, 
but they didiTt take lt . 

When it 3 s hot ? the men often take their jackets and ties. 

All the stafif we 3 vc taken this year are under 25, 

Would you like to take in the company quiz mght? 

The final match will take on Friday at 4pm. 

isngusss 'h,. Present perfect and past simple 

Match the examples 1-6 with the rules a-e. One of the rules matches 
two examples, 

In the o!d days, companies grew slowly. 

2 Now the kids have taken over, 

Jack Wdch took over as CEO of GE in 1981. 

He was CEO for 20 years, and retired in 2001, 

Mike works for MV. He has been with the company for three years now. 
Mike has worked at head office since June. 

We use the past simple to talk about things that belong to the past and 
are finished. 

We use the past simpSe when we give tlie specific time that an event 
took place. 

We use the present perfect to show the result of an event without saying 
whcn it happened. 

We use the present perfect with for and since to talk about things that 
started in the past but continue up to the present. 

We use the past simple with/or when the activity is finished. 

"SJj For more information, 'see pa-ges 159 and 160, 

Choose the best explanation, a or b, for each sentence, 

Profits continued to fall for several years, 
profits are still falling 

proflts fell in the past, but now the situation has changed 
2 Recent job cuts have caused staff to feel demotivated. 
staff are now feeling demotivated 

staff felt demotivated in the past, but now they feel differently 
The company has staved ahead of its compethors for seven years, 
it is still ahead of its competitors 
it is no longer ahead of its competitors 

Jean Deneuve has been a member of the design team since 2001, 

Jean is still a member of the design team 
Jean is no longer a member of the design team 
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Complete the text with the present perfect or past simple form of 
the verbs in brackets. 



Taurus 

Christian Rufer is an accountant witb 
Taurus, a fmance company. He 

f work) for the company for 

ten years. Since hc first started, there 

(■be) many changes, ; For 

many years/ be says, L the company 

Ch'avej . a rigid hierardry 

with many levels of managemcni Then 



Gerhard Brock ( 4 take over) 
as CBO two vears ago. Brock’s first 
decision was to re-sirncture the company 
to create a flatter hierarchy. Since them a 
completely new management style 

(■ deveiop) . Tn the past, 

staft (*come) to work at 8:00 

everv morning, Now thc company 

( 7 ehange) to flexible 

working liours and staff ean start and 
finish when they want. In the oid days, 

staff ( 8 receive) fixed 

sataries based on tbcir seniority. But 
now t staff are able to earn bonuses. based 
on performance and productivity. In the 

last two years. 1 ( IJ enjoy) 

my job much more. I think it ? s great!' 



Tell your partner about something that has changed in your 
personal Hfe, in your work or in your country in the last year or 
two. Explain how things were in the past and what has happened 
since the change. 




What workers need in order to feel motivated 



Listen to Clark IVIorris, a human resources consultant, talking 
about four factors that contribute to employee motivation. Match 
the factors 1-4 with the explanations a-d. 



connection 

content 

context 

climate 



We need to enjoy our iob and get 
satisfaction from it, 

Staff need to have a good reiationship with 
managers. 

We need (o understarid our roie in the 
company. 

The company’s systems need to work well. 



What should managers do in order to 



create a good climate? 
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Giving reasons 

In business you often have to change things, The reasons for your decision 
may not be clear to others, and then you have to give an explanation. The 
foUowing phrases are usefuL for giving reasons and expUnations. 

so that (we can ...) because ... (+ verb phrase) 

so ... (in the middle ofa sentence) because of (+ noun) 

That means that ... (atthe start of a sentence ) in order to ... (+ infinitive) 



Listen to five extracts from job interviews. Answer the questions* 

Why did Terry leave his previous job? 

Why did Tanya ieave her previous job? 

Why did Tanya apply for this job? 

Why did Tim deeide to change his job? 

Why did Tim apply for this job? 

Listen again. Which of the above phrases did you hear? 

Complete the sentences using the phrases above, 

W T e introduced a new system the o!d one wasn’t efficient* 

Your team has achieved excellent results, weVe decided to 

give you all a bonus. 

Too many people are arriving late for work. __ there arerft 

enough staffon duty early in the morning. 

We have decided to start a gym club in the company staff 

can keep fit. 

our weak position, we can’t increase salaries, 

celebrate our JOOth anniversary> the directors have decided 

to give all staff an extra days holiday. 

Sei yourself three goals for the coming year (e.g. continue to improve 
English, get a new job* get etc.). Tell your partner about them 
and explain why you want to do them. Use the language above. 



Formal and informal presentations 

Do you think business presentations should be forrnal or informal? In 
formal presentations, the speaker usually wears smart clothes and uses very 
politc language. They don't rriake much direct contact with the audiencc. In 
informal presentations* speakers wear casual clothes and use more everyday 
language. They talk in a friendly vvay to the audience, often asking questions 
and accepting interruptions. Somc cultures prcfer business presentations to 
be formal; others prefer a more informal style, Which culture do you belong 
to? 
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I Dilemma: Hot-desking 



I Derision: 



Brief 



You are the senior managers oF Sirius, a company selling network 
solutions B2B. You employ 115 staff: 40 sales consultants, 50 technical 
staff (programmers, software designers) and 25 administrative staff 
(accountants, lawyers, etc.). Because of a recent downturn in your 
business. together with the rising cost of office rent, you now have to 
move to a smailer office. This means that each member of staff will have 
less work space. However, the sales staff are out of the office for much of 
the time* Should you introduce hot-desking or give each worker an 
individual work space? There are good reasons fbr introducing hov 
desking, but it seems that many of the staff are against the idea. 



Now r listen to Kok Tan 
Hiang, the CEO of a Hong 
Kong software design 
company, explaining the 
decision that was taken 
when his company moved 
to new offices. 



Hot-desking 

Workers do not have their own desks, 
They choose a different space to work 
iri each dav. They each have laptop 
computers and mobile phones, and 
there are cupboards where they can 
store their files, books and personal 
items. Workers can choose to work m 
team rooms or quiet rooms. Only the 
senior managers have individual offices. 




IndividuaL work spaces 

The office space is divided into small 
units: each person has their own space 
with a desk and PC surrounded by a 
screen. Managers and senior staff have 
bigger offiees with walls, windows and a 
door. There are meeting rooms where 
teams can get together, 

Task 1 




You are going to fmd out what different staff members think. VVork in 
two groups, Group A turn to page 140, Group B turn to page 144. 



Task 2 

Form new groups with students from group A and group B. Fresent your 
decision to the others and explain your reasons. When you listen to the 
other group's decision, ask for explanations if necessary* 



Useful phrases 

We've decided to / notto ... 

We think thh h the best solutior? 
because ... 

This means that ... 



Write if up 

Write a memo to the staff telling them what decision you have taken 
and why. 



So that 
In order to ... 
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Review 5 



Language check 

Choose the correct form of thc words in 
italics. 

A study was ] recent / recently carried out into the 
productivity of 160 engineers. The engineers 
worked m teams but also did many tasks 
Jndividual / iridividually. The study looked at 
how Jrequent / frequently the engineers helped 
each other. Engineers were also asked to say how 
j Higli / highty they respected each of their 
colleagues. The study found that s helpfid j 
helpfullij engineers received a high / kighly ievel 
of respect from their colleagues. However. if they 
gave help but didn’t receive much, they were not 
very 7 proriuctive / productivehj. Those engineers 
who accepted help as weil as giving it were abie to 
boost their productivity and v/ere also more 
Jopular/ popularly with their colleagues. 



Complete the sentences with the correct form 
of the verbs in brackets. 

if the staff (be) more motivated, they 

wouid be more productive. 

People (not iook) for new jobs if 

their pay was highen 

Henry would stay in the same company if he 

(have) better career opportunities, 

It would be difficult to attract new staff if we 
(not offer) good salaries. 

I (enjoy) rny job more if I could be 

more creative. 

Susan doesnT like working alone. She d be 
happier if she (be) _____ part of a team. 

The staff (work) more efficiently if 

their office was more up-to-date. 

If we (install) a new computer 

system, we could do the work in half the time. 

Present oerect and past simpie 

Gornplcte the text with the present perfect or 
past simple of the verbs in bmckets. 

Peter Grossman ( start) _____ his career as an 
insura nce clerk m 1997. But after four years, he 
f leave) this job, and fjoin) 



Hertleins, a financial services company. He 

( 4 be) with this company since 2001. 

Since joining Hertleins, he ( 5 have) two 

different kinds of job. To begin with, hefsell) 

investments to customers all over the 

country. But he ( 7 not like) selling 

very much, so he (*ask) the company if 

he could move to another department Now he 
works as an assistant in the Human Resources 

department. He fwork) in this job for 

neariy two years now. 



Choose the correct form of the word or 
phrase in italics* 

In the past, Britons mainly '&ranh / have drunk 
tea; but in recent years, coffee 2 became / has 
become increasingly popular. Chains of coffee 
shops, such as Starbucks, 'opened l have opened 
in ci ty ce n t r es a c ros s th e cou n 1 ry a n d n o w m o re 
than 80 per cent of Britons vislt a coffee shop at 
least onee a week, Spending on coffee : rose / has 
risen by 15 per cent si nce last year. A 5 recent / 
recenthj report sbow^s that Starbucks is fhe chain 
that is growing most 'rapid j rapidly and has a 
market share of 25 per cent. Costa Coffee is a 
7 dose / closeiy competitor with a 21 per cent 
market share. The number of coffee shops in citv r 
centres e now reached j ho5 now reached a 
maximum level, and the chains are trying to 
expand into small towns. This could be bad new r s 
for small cafes: ifthe chains continue to expand, 
many small outlets 'wouiri / could. go out of 
business. 

We asked two consumers Ibr their opinions on 
coffee shops. Matt Wingford, an accountant says: 

T like the coflree - ifs excellent. But my local coffee 
shop is often very ] °noisy / noisiiy. I u went / 
would go more often if it lz wouId he / vvas 
quieter/ Cathy Mansfield, a student, says: Tt ! s 
great, My friends and I go there !3 regulnr / 
regidarly. But the coffee is quite expensive, 

I L4 will / woulci clrink more coffee if it 35 is / was 
cheaper. 1 
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Vocabulary check 

Choose the best option, a-c to complete the 
text 

The product development team at Playtime plc, a 

toy 1 , were highly 2 , Thev 

produced a J number of good ideas 

for new toys, which meant that their company 
was able to extend its 4 of popular 

products. But things changed when the teanfs 
m a n ag er 1 e ft t o j o i n a co m p et i tor . Tl i e n ew 

manager was much less successful in 

the team, Instead of 4 staff and 

praising them for their ideasj he put pressure on 
them, He tried to make them work harder and 

longer. This didnT increase their f : it 

reduced it In fact, as the team became more and 

more stressed, their H decli ned. Their 

product ideas were unpopular ancl failed to 

satisfy customer ' . Now the company 

is losing market share and needs to find a 
30 __ solution, 

manufacturing 

manufacturer 

manufacture 

innovative 

imagining 

thinking 

: short 

remarkable 

important 

quantity 

amount 

range 

making 

motivating 

supplying 

encouraging 

improving 

contributing 

efficiency 

production 

process 

creative 

creativity 

creation 

9 delay 

discovery 

demand 

.'0 reai 
radical 
traditional 



Career skills 

^anaging time 

Choose a phrase from the list a™h to 
complete the remlnders about time. 



We doirt have 




by 5 o’clock. 


We must finish ... 


b 


out of time. 


Ifs time ... 


c 


quick. 


We’re running ... 


d 


much time. 


Please keep it ... 


s 


to 12:30. 
with delay. 




g 


short. 




h 


to finish. 



findino cre atfve somilons 

Conaplete the dialogue with the following 
phrases. 

Would it help if That could be a solution 
If we did that What could we do What if we 
That wouldnT help 

The sales staff are selling lots of products, but lt 
takes us too lon g to deliver the orders to the 

customen 1 to make the system 

more efficient? 

B 2 _ took on more sales staff? 

3 , WeVe got enough staff. It : s 

the order processing system thafs not working 

welk 

C j the sales reps carried laptops 

when they visited the customers? Tliat way. 
they could enter orders immediately. 

B Yes! 5 7 we could reduce the 

time it takes to transfer orders to the sales oflfice. 

& ! 

Giv-ing reasons 

Complete the reasons with the following 
phrases. 

because because of so that in order 
means that 

t 1 need a large desk I have a lot 

of books and papers. 

You should make lists ofthings to do 
you dorft forget anything. 

A lot of people have to work in a quiet 
environment to think ciearly. 

I u s ua 1 ly sw i tch o ff my mob i 1 e p h o n e wh en T m 

working. This I donh get any 

interruptions. 

I cank work at home the television. 
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Pairwork 



Unit 1 



page 14 Dilemma Group A: George Oohrtstone 



■ An excellent saiesman. Has good relations with the customers in the US and Canada. 

■ 32 years old and single. Keen to expand his area of responsibility, 

■ Travels a lot on busi ness. Mexico easy because close to US. 

* Doesn’t speak Spanish and no experience in Spanish-speaking cultures. 



Unit 2 



page 22 Dilemma Group A 



Read the answers to questions 1, 3, 5, 7. 



1 18 million people have internet access (2005). Expected to double in 2 to 3 years, 

3 Teenagers and students are the biggest groups of users. 

5 Telephone lines are bad. Problems connecting to the internet, and it is very T slow. 
7 Largest online retailer is Baazee ? online auction company, wrth ] milhon users. 



Unit 3 



page 28 Student A 



Role-play sltuations. Ask Student B for help. Offer to help if you can. 



1 You want to phone a colleague, but you dornt have his/her telephone numben 

2 Y T ou wani to print out a report but your pri nter isn\ working. 

3 Your train leaves in 10 minutes. It is a 20-minute-walk to the staliom Student B has a 
car. 




page 39 Student A 

This CD rack stores 180 CDs. It is made of metal. Who do you think are the 
target customers? Do you like this product or not? Describe the product to 
Student B. 

Now listen to Student B ! s product description and complete the chart. 



Product 




Use(s) 




Features 




Looks 




Target customers 
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Unit 5 



Unit 6 



Unit 7 



Unit 8 



page 48 Dilemma Group A 

Read about Rocky Farra. What do you think are its strengths and weaknesses? 

2000 Ken and Patsy Carr produce organic ice cream. 

2002 They start selling ice cream to local hotels and restaurants. 

2003 They increase production and staff. 

2004 They win a prize for the most delicious ice tream in the country. 

Current situation 

Very profitable business. Low produclion costs. But difficult to meet increasmg demand. 
Ken and Patsy want a bigger factory, but will have to borrow a lot of money. 



page 56 Dilemma Group A 

Read the information about Celf Cure. Make notes about the technology and its 
future market potential. 

Celf Cure 

With Celf Cure, the body repairs itself. This company wants to introduce a new 
technique to treat people with common diseases such as heart disease. Doctors take cells 
from the sick person’s body, treat the cells in a laboratory with drugs and then put them 
back into the body. Research shows that this is very effective. This is an existing company 
that has already had success with other medical products. 



page 66 Dilemma Group A 



Read ahout Luton. Which factors in the list in Task 1 does Luton provide? 
Make notes and prepare to present your ideas to the class. 



General: 

Economy: 

Infrastructure: 

Commercial 

premises: 



Luton is a manufacturing town with a population of 184,000. 

A growing economy with many businesses: cars t electronics, 
aircmft and airlmes, travel companies, pharmaceuticals. 

Close to Ml motorway. London 30 minutes by rail + Large airport. 

There is a wide range of commercial premises availafole. There 
are plans to build a ncw business park and a technology viliage. 



page 74 Dilemma Group A: Wide World Tours 

Job title: Marketing Assistant, Marketing Department Pay; €30,000 per year 

Responsibilities: Maintain customer database, carry out market research, help with 
promotions. No travel opportunities. 

The company: Large modern offices, restaurant and sports facilities. 

Opportunities for training and development. 

An existing employee says: ‘You have to be ready to work very hard. Great opportunities 
for people with energy and ambition.’ 
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Unit 9 



page 82 DiLemma Group A: Standard job recruitment methocs. 

Method: Post a job advertisement — > Select from written applications — * Hold inrer. : 
in each university 

Points to discuss: 

Decide where you could put the advertisement 
What could you put in the advertisement? 

What coufd you offer students to encourage them to apply? 



Unit 10 



page 



91 Student A 



A 

I 



Petra is a student who works part-time in a cafe. Graph A shows the wages and 
tips she received last week Describe the graph to Student B, 

B 

Earnings 1 Earnings 

TataL eamings for th£ week: £254 Toxal earrnngs fcr the week: 




Toni is a music student who gives piano lessons at €20 per hour. Listen to 
Student B’s description of Toni’s wages last week and complete graph B. 



Unit 11 



page 100 DiLemma Group A: Insurance company 



Read the arguments. Malce notes and prepare for a meeting. 



1 You will not pay a claim for theft of a vehicle except when all doors and windows are 
locked, the keys are removed and the seeurity devices are set. 

2 Your contract says: 'The insured person must take all reasonable steps to prevent loss 
or damage? You think jane Buxton didn’t do this. 

3 jane knew that a thief had her address and car keys. Xx was obvious that she should 
replace the locks. 



Unit 12 



page 108 Dilemma Group A: Recruit more staff 



Current situation 

Many employees stay only a few months. It is difficult to replace people and there aren’t 
enough staff in the stores. 



Possible good results: More staff to help customers. 

Possible bad results: fligher recruitment cos ts and higher salary costs. 
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Unft 15 



Unit 1 



Lfnit 2 



Unit 2 



page 134 Dilemma Group A 

Read the opinions, discuss them and decide whether to introduce hot-desking 
or not. Make a list of the reasons. 

Human Resources Manager 

‘It will create a more dynamic environmeni. Staff can communicate more easily. People 
will work next to different colleagues, so everyone will know everyone else.’ 

Young sales consultant 

Tm out of the office most of the time. 1 often work at home, or in my car. I only come to 
the office for team meetings so I cion't need my own space: 

Accountant 

‘I iike family photos on my desk and my personal things around me.’ 



page 14 Dilemma Group B: Linda McCade 

» Linda is an excellent manager. She is very good at planning and organising her work. 

■ Speaks Spanish. Lxpenence of Spanish-speaking cultures. Good relationships with 
Spanish customers. 

■ Travels a lot on business. Mexico would mean longer flights. 

■ 29 years old and married. Hopes to start a family in two to three years. 

page 21 Student B 

Write thc information that Student A gives you. 

Now give your partner this information. 

Name: Harry Clarke Age: 2 8 
Salary: $52,430 a year 

Car: buys new car everv year; expects to spend $50,000 on next car 

Drives 30,800 kilometres a year 

Works in a company with 8,940 emptoyees 

Spends 4.1% of salary on dothes 

page 22 Dilemma Group B 

Read the answers to questions 2, 4, 6. 

2 Most people use internet cafes. Not many computers at home - expensive. 

4 Most people use the internet for email (72%), or entertainment; 50% of voung users 
use it for education and studying. Very few do internet shopping. 

6 Not many people use credit eards. Online shoppers use cheque or bank. 



140 ■ Pairwork 







Unit 3 



Unit 3 



Unit 4 




Unit 5 



page 28 Student B 

Role-play situations* Ask Student A for help, Offer to help if you can. 

1 You want to write a letter in English but you haven’t got a dietionaiy, 

2 You want to buy some chocolate from a machine but you haven’t got any coins, 

3 You have to give a presentation tomorrow about the economy of your countr>c You 
don’t know much aboul it Your partner is an expert on this subject. 



page 30 Dilemma Group A 

Some bullies iove power. They want to be in control of everything and everybody. These 
bullies make life difficuh fbr all their subordinates. They usually have psychological 
problems and il isn’t easy to change their management style. 



page 39 Student B 

Iisten to Student A’s product description and complete the chart. 



Product 




Use(s) 




Peatures 




Looks 




Targel customers 





This bookcase stores 100 books. It is made of cheap but strong wood. Who do 
you think are the target customers? Do you like this product or not? Describe 
ihe product to Student A 



page 47 Student B 



Ask and answer questions to find out the story of Jeff Eezos and Amazon and 
complete the chart. 



Year 


Event 


1986 


Graduated from Pri nceton 




First job with a new technology company 


1992 


Became senior vice president of DE Shaw, a Wall St firrn 


1993 




1993 


Moved to Seattle, began writing software for new business 




Amazon opened for business 


1997 


Amazon sales increased but it didn’t make a profit 


2000 
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Read about Annie's Kitchen. What do you think are its strengths and 
weaknesses? 



1996 Annie Ross produces organic yoghurt to sell to local shops and restaurants. 

1998 Annie’s yoghurts veiy popular - she decides to make ice cream as weli. 

1999 Sets up website and starts selling around the country. tmploys 35 people. 
2002 Moves production to a biggev factory. Number of staff increases to 80. 

2004 Problems with the distributor. The company loses €40,000. 



Current situation 



Moving to a bigger factoiy was a high cost: Annie has to pav a lot of money to the bank. 
It is difficult to make enough money to meet all the costs. Following problems with the 
distributor, the firm now has big financia] difficulties. 



Unit 6 



page 56 Dilemma Group B 



Read the information about Space Travel Inc. Make notes about the technology 
and its potential futore market. 



Space Travel Inc. is a nevv company that has developed a spacecraft for tourists iooking 
for adventure. The spacecraft can carry six to eight people up into space at a cost of 
$30.000 each. The cost of maintenance and insurance will be high. 



Unit 7 



page 66 DiLemma Group B 



Read about Swindon. Which factors in the list in Task 1 does Swindon provide? 
Make notes and prepare to present your ideas to the dass. 



General: 

Economy: 

Infrastructttre: 

Commercial 

premises: 



Swindon is a famous railway town, in the past a manufacturing town 
with a population of 157,000. 

Many manufacturing companies closed and peopie lost jobs. 

New businesses setting up indude: car manufacturing, mobile 
communications, transport. 

Close to M4 motorway. Excellent rail communications. London 
one hour by raiL The nearest airport (one hour by road) is 
Heathrow, London ? s biggest airport. 

Modern business parks with high quality office premises. 



Unit 8 



page 74 Dilemma Group B: Oz Travel 



Job title: Travel consultant Pay: €22,000 



Responsibilities: Deal with phone enquiries, sell lours, provide customer sewice; deal 
with suppliers by phone and email; general administration ifnecessary. 

Travel: Visit Australia, help set up new contacts and new tours. 

The company: Small office in city centre. Small business but if successful, may expand. 
An existing employee says: Tt is a very triendly piace to work, but it can be stressful/ 
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page 82 Dilemma Group B: Attend student fairs 

Umversities hold fairs for students at the start of eaeh year. Different companies have 
stands at these fairs to seli their products or services to students. Students can find 
about things that niay be helpftil during their student lifie. 

Method: 

Set up a Virgin Mobile stand at student fairs. 

Tell students who come to the stand about marketing opportunities. 

Recruit mterested students s on the spof* 

Polnts to discuss: 

Decide how to attraet students 5 attention at the fair. 

What could you do to encourage students to apply for the work? 

How eould you choose the most talented students during the short time available? 



page 91 Student B 




Petra is a student who works part-time in a cafe. Listen to Student A’s 
description of Petra’s wages and tips last week and complete graph A 
A B 



I 



Earnifigs 

TuSd'. in).' r-i r.ijS 3(ii Uiif ssifi 



| Earnifigs 

Tn|j: for the iWcSi: tl'AO 



■&4CI 
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EK\ 

e ! t i - i 

Wm Tui? Tfiu frf Sit 5un 



Toni is a music student who gives piano lessons at €20 per hour. Graph B 
shows the money he made last week. Describe the graph to Student A 



page 100 Dilemma Group B: Jane 3uxton 

Read your arguments. Make notes and piepare fbr a meeting. 

] Tlie car was old with a value of only €2 3 000. New locks would cost €1,000. 

2 You reported the theft of your handbag to the police and a!so to your insurance 
company. But nobody told you to replace the car’s locks after the keys were stolen. 

3 You didn’t know that you wouldn't be able to claim if your car was stolen. 



page 30 Dilemma Group B 

Some bullies hate mistakes. They want their own work to be perfect and they want 
everyone else to be perfect too* These bulJies don't consider other peop!e ? s feelings when 
they fimd problems with their work. They often donfi know they are bullying* Sometimes 
it can help to talk to these bullies about their management style. 



Pairwork 
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Unit 15 



Unit 3 



Unit 5 



page 108 Dilemma Group B: Improve training 

Current situation 

New staff receive one daCs training then learn on the job, Many people stay only a few 
months. There aren’t enough experienced workers. 

Possible good results: Staff wili learn about the products and how to deal with 
customers. 

Possible bad results: High cost; trained staff may leave the eompany. 



page 134 Dilemma Group B 

Read the opinions, discuss them and decide whether to introduce hoCdesking 
or not. Make a list of your reasons. 

Office manager 

Tt needs to be well-organised. If people can’t fmd space, they'll get demotivated.' 

Young programmer 

TfU be fun, T iike it. I worft have to work in the same place all the time.’ 

Lawyer 

Tll have to carry lots of heavy books around. I dorft think hot-desking would work for 
me at alk’ 



page 30 Dilemma Group C 

Some people become bullies because they are very unsure of themselves. They are afraid 
of competition from other people who may be better than them. They hate the idea of 
someone else doing well in their job. They think that the only way to improve their own 
success is to keep their competitors back. 



page 48 Ditemma Group C 

Read about Golden Valley. What do you think are its strengths and weaknesses? 

1993 Six organic farmers start selling organic dairy products to local shops. 

1995 They found the Golden ValJey company and start to seli more prodacts- 

1997 Company distribuies to shops and supermarkets around the countty. 

1998 Production moves to big new processing plant. 

2000 Company becomes market leader (35 per cent of organic dairy food market). 

Current situation 

The company employs 200 staff It has a large range of products, supphes most of the big 
supermarkets and is very profitable. 
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page 56 Dilemma Group C 

Read the information about Fingertip. Make notes about the technolos\ and 
future market potential. 

Fmgertip is a new technology for opening doors without a key. People put their finger :: 
a scanner beside the door. The svstein recognises fingerprints and opens the door for the 
right people. A group of scientists already have a design for the fingerprint scanncr and 
they now want to set up a company to manufacture and sell it. The system costs about 
$300;000 to install. 



page 66 Dilemma Group C 

Read about Exeter. Which tactors in the list in Task 1 does Exeter provide? 
Make notes and prepare to present your ideas to the class, 

General: Exeter is a beautiful historic city with a population of 113,000. 

Economy: Government is attracting new employment to the area. 

Businesses inciude: finance companies, banks, electricity. 

Infrastructure: Close to M5 motorway. London Is two hours by rail. Srnall 

airport with destinations in the UK and some in Europe. 

Commerciai Modern business parks with high qtiality office premises. 
premises: 



page 74 Dilemma Group C: Kate 

Good exam results - but not top class. Practical, not very academic. 

Work experience: Beforc university, spent six months in Australia working in a hotel. 
Several different office administration jobs as a student. 

Personality: Outgoing, lively and energetic, hard-working, ambitious. Likes working with 
people and being in a team. Dislikes routine tasks and working at a PC for long hours. 

Career plan: Become a product manager in a travel company, setting up new tours, 
negotiating contracts and making key decisions. 



page 82 Dilemma Group C: HoLd a competition 

Method: 

Hold a competition in which students suggest ways to promote the brand to other 
students. The students with the best suggestions get the chance to put their ideas into 
practice and win an attractive prize. 

Points to discuss: 

How could you advertise the competition? 

What prize could vou offer that would attract a lot of students to enter? 

What exactly should people do to win the competition? 



Pai rwork 
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page 108 Dilemma Group C: Offer higher pay 

Current situation 

House & Home offers low pay so the company doesn’t attract good workers. Most 
workers are not veiy interested in the job and stav only a few months. 

Possible good results: Staff work harder and may stay longer. 

Possible bad results: Will cost a lot of money. You may not get the results you want. 




The best decisions were: 

Buy 50,000 shares at the end of March. 
Do nothing at the end of june. 

Sell all shares at the end of September, 
70,000 shares @ €3.50 gives you €245,000 
Total value at December 3lst = €245.000 



Unit 14 



page 120 Preview 



Aquarium manufacturcr 

The solution was to use no packaging. The workers who transported the glass were rnuch 
more careiul and there wereivt so many breakages. The company saved a lot of money 
on packaging, as wdl as the cost of replacing broken tanks. 



Kinko’s used their colour copying facihties to create individual calendars using personal 
photos. They make good Christmas presents and were vety successfuh 



Unit 12 



page 107 Student B 



Situation 1: SuppHer 

Your company supplies vegetables to stores. You receive a phone call from a shop 
manager. Listen to the custoiner and offer two possible options: 

1 - cancei the order and refund the cost. 

2 replac.e the order with a new delivery (they will receive it in about three hours). 
Listen to the shop manager’s decision and promise action. 



Situation 2: Shop manager 

Your shop sells bread. You ordered 200 rolls this morning but the supplier delivered 400. 
You can’t sell 400. Phone the supplier. listen to the options and dioose the best solution 
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Unit 1 



Activities 



Unit 2 



Data 



activity n[ C] something that you do, or something 
that a company does: Uie ctymptmy has different 
octivities, for extimple making computer games and 
vidcQS, work activities, business 

actmties 

diversify i 1 [1] increase the range of goods or 
services a company produces: Our compnny is 
diversifijing into cosmetics - diversification n 
[C,U] 

employment n [U] work that you do to earn 
money: After leaving university 3 Vm going to 
look/or employment. - empioy v |T] to pay 
someone to work for you: The compamj 
employs 2,000 people vvorldvvide. - employer n 
[Cj a person or company that employs others - 
employee n [C] somecne who works for another 
person or company 

goods n [plural] things that a company produces 
for sale or for use: Supermarkets buij goods and 
seli them to their customers. 

industry 1 n [U] the production of goods or services 
to sell: Industry has become rnare compcvitive. 

2 [C] a particular type of industry or service: The 
car industry is producmg too many am. - 
industrial adj 

manufacture v [T] produce large quantities of goods 
for sale using machinery: Nihe manirfoctures 
sports shoes. manufacturer n [C| 

responsibUity n [UJ something that you are in 
eharge of in a particular job: The mmmger has 
responsihility for her department be 
responsible for something Ym responsihle. for 
teiep/ione sales. 

retailer n [C] a business that sells goods to the 
general public and not to shops: Dixorrs is a 
retaile r of electronic g oods. 

sector n [C] all the organisations or companies in 
a paiticular area of industry: The nmnher of 
jobs in the service sector is increasing. 

service n [Cj usually plural] a business that sells 
help, advice, consultancy etc. ? not manufacturing: 
A lot qf companies ojfer famricial servi.ces now. 

team n [C] a group of people who work togethcr to 
do a particular job: We have an exceilent saies 
tecmL 



browse v [T] look for information on the internet: 

Ahoiitfve hundred people kroxvse our company 

wehsite each day. hrmvsing hahits 

data n [U> piural] information or facts about a 
particular subject that someone has collected: We 
doH-t have a lot of data on customers’ bmjing 
habits . 

database u [Q an organised collection of 
infbrmation that is stored on a computer: We 
are currently updating our customerfdes on the 
datahase. 

file n [C] a collection of information stored under a 
particular narne on a computer, or in a box or 
paper cover: Please check that the customer jiies 
are up-to-date. - tile v [T] - fil i ng adj 
computer files, jiling system 

information technology abbreviation IT n [U] the 

study or use of electronic processes for storing 
information and making lt available 

record n [C] a piece of infbrmation that is written 
down or stored on computer so that it can be 
looked at in the fiiture: The scdes team keeps a 
record of all cirstomer eriyrane.s. 

research n [C] serious study to find out new things 
about a subject: Before ive develop auy nevv 
products, w'e need to do more research. 

conduct research, market research - 
rescarch v [T] - researcher n [C] 

security n [U] feeling safe and free from worry 
about what might happen: Cameras in ihe 
streets kelp to mcrease security. - secure adj 
security cavmms, secwrity stajf 
security systems 

store 1 v [Tj to keep things in a special place until 
you need them: You cotihi s tore the paper in 
t/ie photacopier ro om. 2 v [T] to keep 
infbrmation on a computer or disk: We store 
all our customers* addresses on the sales 
datahase. 

website n [C] a program on a computer that is 
connected to the internet, showing information 
about a particular organisation, company or 
subject: You canfmd detaits of ah ourproducts 
on the company wehsite. 



Glossan* 14: 







Urrit 3 



Etiquette 



contact n [C] a person you know who may be 
able to help or advise you because of the work 
(hey do: He has a lot of contncts m thefilm 
mdustnj. 

etiquette n [UJ the formal rules for polite 
behaviour in a group of people: When you do 
imsin.ess in a new country, it is important to be 
familiar with the e.dque.tte. 

hierarchy n [CJ a structure in which the stafF are 
organised in levels and people at one level have 
authority over those below them: The compnny 
president is at the top of the organisationai 
hiemrchy. - hierarchica) adj 

organisation n JCJ a company, business, group, etc. 
that has been formed for a particular purpose: 
ANS/ is an organisation in the US that jtxes 
nil.es on the deai.gn of products. - organisational 
adj - organise v [TJ 

punctual ntij arriving at exactly the time that has 
been arranged: She 5 s always very punctual for 
appointments. - punctuality n [UJ 

relationship n [Cj the way in which people or 
groups work together: We kave a good 
relationship with our pnrtners in the US. 

build a relationship, Imsmess 
rdationship, dex’dop a relatiomhip, personal 
relationship , worhing relatiomhip 

mle n [0] an official instruction that says how you 
should do things or what is allowed: The piione 
compnnies are wo rking under new rules now. 

status n [UJ socia! or professional position in 
relation to other people: Lmvyers hrtve High 
stfltus in our sodety. '. high status, 

low StfltUS 

subordinate n [CJ someone who has a lower 
position than someone else in an organisation: 

1 am responsihle for six subordinates. 

working environment n [Cj the general conditions 
in a w'orkplace, including physical conditiom 
(Jieat, light, noise, etc.) and relationships 
between people: We have a very good worhing 
enviromnent in our ojjice. 



Unit 4 



Image 



advertising n [Uj telling people pubiicly about a 
product or service in order to persuade them to 
buy it: The cost qf TV fldvertismg is very (ugh. 

fldvertismg campaign - advertise v 
[TJ advertisemerst n [Cj abbreviation advert, ad a 
piece of film, a picfure or writing used in 
advertising: J saw the advertisement in the 
newspaper yesterday. 



brand n [C] a name that a company gives to a 
product so that people can recognise it easily: 
We hui.lt the Veuve Cliyuot brnnd slowly over 

seven yeurs. Jrrand name, brand 

image - branding n [UJ 

image n [CJ the genera! opinion that most peopie 
have of a person, organisation or product: 

Good fldvertising Judps to promote a 
comptmy's irnnge. 

logo n [Cj a design or way of writing the name 
that a company or organisation uses as an 
ofFicial sign on its products and advertising: 

Mike ttses a tick as its iogo. 

loss leader n [Cj a product that is sold at a loss to 
encourage people to buy other more profitable 
products: Supennarkets sometimes seli bread as 
a. ioss ieflder to faring customers into the store. 

luxury n [Cj something that is expensive and not 
really necessary, but pleasing and enjoyable: The 
store sells luxury goods such ns perfume. 

proniote v [TJ to tvy hard to improve sales of a 
product by advertising it, reducing its price, etc.: 
They are promotmg her new film hetivily. - 
promotion n [Cj a special activity intended to 
sell a product or service 

publicity n [Uj the attention that a person or 
company gets from newspapers, television, etc.: 
The show received good publicity in the media. 

target market n [Cj a group of people that a 
product is aimed at; advertising of the 
product is designed to make the product 
appeal to this group: You can’t sell a product 
if you don’t hnow the target rnarket. 

value n [C, U] the amount of money something is 
worth - value fbr money of good quality, 
considering the price: Thesejeans are good 
value for rnoney at onEy $15. 



Unit 5 



bankrupt adj not having enough money to pay 
your debts and so not allowed to continue any 
business activities: A lof of people will lose 
their jobs if the company g oes bcmkrwpt. 

business plan n [C1 a document produced by a 
new company giving detaiis of expected sales 
and costs, how the company can be financed 
and why it can expect to rnake money: The 
bank needs to see a business plan hefore it will. 
providt money for the start-up. 

company n [C] an organisation that makes or selis 
goods or servtces in order to make money: He 
works for a sojtware company. 
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competition n [U] a situation in which businesses 
are trying to be more successful than others by 
selling more goods and services and making 
more profit: There is strong c ompetition 
between the two companies. - compete v [1] - 
competitor n [C] - competitive adj 

demand n [U] the totai amount of a type of goods 
or services that peopie or companies want to 
buy: There wcts strong demand for jeans last 

manth. 

distribution n [U] the activities of making goods 
available to custoniers after they have been 
produced, for example, moving, storing and 
selling goods: The companij plans to use 
computers to hnprove distnbution. 

entrepreneur n [C] someone who starts a 
company, arranges business deals and takes 
risks in order to make a profit: She’s a 
successful entrepreneur who has started several 
profitable companies. 

finance n [U] money provided or lent (for 
exampie by a bank) for investment in a 
business: We need finance to start 
manufactunng our new product. - futance v [Tj 
get_finance, provide finance, raise 

finance 

Loss n [U] when a business spends more money 
than it receives, or loses money on a particular 
deal or problem: We had a loss of $20 million 
Lost ijefir. make a loss, suffer a loss 

- lose v [Tj 

market share n [C, U] the percentage of sales that 
a company or product has in a market: The 
company hopes to increose its market share by 
5 per cent next ijear. 

profit n [C, U[ money that you make from seilmg 
sornething or doing business in a particular 
period, after taking away costs: Coc fl-Co?a 
reported strong uroftts lost year. 
make a profi.t. eam. a profit 

start-up n [CJ a new company that has started to 
do business recently: This bank specialises in 
providing finance for start-ups. 



Unit 6 



budget n [C] a detailed plan prepared by an 
organisation of how much money it will 
receive, how much it intends to spend and how 
it wili spend the money: The department has a 
Imdget o/ $4 million to spenh on research, 
a tigiit butiget - budget v [1, T] 

capitaL n [singular, UJ money used to start a 
business: You’ll need more capital if you wflnt 
the husiness to succeed. 



funding n [U] money which organisatirr. r - 
example banks, lend to people and busmess;, 
for specific projects: [+ for] Jane Hunter go: 
funding for her business jfom veuntre 
capitalists. r: get funding, prcrr..i-_ 

funding, raise fimding 

funds n [plural] money that a person or 
organisation has available for a particular 
purpose: Peter Jones is an entrepreneur with 
junds to invest in nevv business ideas. 

investment n [C] money that people or 
organisations put into a business in the hope of 
making a profit: [+ in] Severctl rich people hnve 
mucie lcirge investments in the space project. 

make an investment - investor n [C] 
- invest v [1, T] [+ in] 

joint venture n [C] a business activity in which 
two or more companies have invested together: 
Ford and VW ngreed ajoint venture to build 
ihe Galaxy and Sharon models. 

launch v [T] to make a new product available for 
sale for the first time: The company will launch 
a new model next month. 

payback period n [C] the period of time needed to 
get back the cost of an investment: The paybuck 
period /or space projects ts very long. 

potential n [U] the possibility of ftiture success of 
a product or venture: No one wanted to invest 
in the yroject because they didn’t think it had 
much potential. 

return on investment abbreviation ROI n 
[singular, U] the amount of profit on an 
investment in relation to the amount of money 
invested: The project is nsky and ihere may 
not be a good return on investment. 

technology n [Uj knowledge dealing with 
scientific or industriai methods and the use of 
these methods in industry: Nevv technology 
gives us the possibiUty to explore space. - 
technologies [pluralj different types of 
technology: The co mpany is rnakvng use of 
different technologies to develop the new 

machine. 

venture n [C] a new business activity or project 
that involves taking risks: The company is 
stcuting o n a ne w venfure to build small 
private aircraji. 

venture capitalist n [Cj someone who invests 
money in new businesses: Venture capitalists 
invested over $300 million in c omputer-related 
stan-ups last year. 
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Location 

development 1 n [U] the growth or improvement 
of a business, industry or economy; THe 
govemment is provxdmg jrmtimg for regionnl 
developmenL 2 [U] planning and making new 
products or services: The company is investmg 
a lot of moneij in product development 
research and development 

economy n [C] the system by which a countiys 
goods and services are produced and used: 
Europe s economy \s expecfed to grcrw faster 
than the VS. a strong economy, a 

weak economy 

amptoyment n [U] the number of people in an 
area or country who have jobs, the types of jobs 
they have, etc.: HigH emp loy ment is a Hey fnctor 
m a stroiig' economtj. 

growth n [U| an increase in the value of goods 
and services provided in a country or area: 
Anahjsts are predicting strong economic growth 
next ijear. - grow v [1] The marhet grew slooviy 
lcist yean 

infLation n fUJ a continuing increase in the prices 
of goods and services: THe mte qf mjlation xvas 
4 per cent last year. 

infrastructure n [C V) the basic systems and 
structures that a countiy needs to make 
economic activity posstbie, for example, roads, 
communicationSj electricity: The govemment 
invested € 250 million in infrastrticture. 

location n [Q the piace where something is, 
especialiy a building or a business: AU the 
compamfs offtces are in good locations . 

multi-national n [C] a iarge company that has 
offices, factories and business activities in 
many different countrics: Jt is difficult for 
smnll locnl companies to compete wi-tH the 
midtimationals. 

region n [CJ a Jarge area of a country or of the 
world: The north=east region is developing more 
rapidly than the south* - regional adj 
regional ojjHce 

unemptoyment n [U] the number of people in an 
area or countiy who doift have a iob: Since 
the fuctory closed, there has heen high 
zmernployment in the arca. - unenrployed adj 



3ob-seeking 

application n [C] a formal, written request for 
something -job appJication a formal request to 
be considered for a job: VVe are considmng 
your npplication for the joH ojnmrheting 
manager. - apply v [+ forj: He appliedfor the 
joH o/soies asststonf* - job applicant n [Cj 
someone who is applying for a job 

candidate n [C] someone that a company is 
considering for a job: We are mtervrervmg the 
candidates o n Fn day. 

career n [C] a profession or job you have trained 
for and intend to do for your working Jife, and 
which offers the chance to improve your status 
and salaiy: Tm hoping to have a career in law. 

careers axivison careers advisory 
service, change careers 

curriailum vitae abbreviation CV n [C| a 
docurnent that gives details of a persoffs 
experience and qualifications: ft is important to 
prepare your CV in the right way* 
reswni AmE 

experience n [UJ knowiedge or skill that you have 
from doing a particular job: He hti5 years of 
experience in sdling. 

headhunt irrg n [Uj firrding a manager with the 
right skills and experience to do a particular job, 
often by persuading a suitable person to leave 
their present job: We could osh a headhunting 
jmn to find a. new producrion riirector. - 
headhunter n [CJ 

human resources abbreviation HR n [plural] the 
department in a company that deals with 
recruitment ? training and helping employees: 

He worfe in human resources. 

interview n [C] a formai meetmg where 
someone is asked questions to find ouf if 
they are suhable for a job: I have an 
interview for a joh at Microso/t next week. - 
interview v [TJ 

job n [C] the reguiar paid work that you do Ibr an 
employer: VVhafs ijour job? Fm applyingfor a 
uew joH. 

qualification n [Cj an examination that you 
passed at school, university or in vour 
profession: Candidates must have a imn/ersity 
yitahjxcation. - qualify v [1] - qualified ad j 

recruit v [T| to find new people to work for an 
organisation or company: WeYe recriiiftng 20 
new g raduates tliri year* - reeruitment n [Uj 

salary n [C, U[ money that you receive as 
payment for your work, usually every month: 
The compumf ojfers good. salaries. 
to earn a salanj 
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staff n jplurall the employees of an organisation: 
A new manager is gomg to jom the staff next 
month. emplaijees, %vorhers. 



Unit 10 



Price 



Unit 9 



Selling 



consumer n [C] a person who buys goods, 
products or services for their own use s not for 
business or to re-sell: Consumers are 
demanding more cHoice and variety. 

customer 71 [Cj a person or organisation that buys 
goods or services from a shop or companv: A 
customer telepHoned tkis moming to osfe about 
prices. 

direct mail n [U] advertisements that are sent in 
the post, often to people who are specially 
chosen because they rnight be interested in the 
product: Over three billicm items qf direct mail 
were smt in ihe post last y ear. 

discount n [C] a reduction in the cost of a 
product or service, usually to encourage people 
to buy something: Wore offeri ng a ten per cent 
discount on all fumiture this week. - discount 

v m 

flyer n [C] a small sheet of paper advertising 
something. Flyers are usually handed to people 
or delivered to peopleh houses: Lefs use fiyers 
to ncivertise tiie opening of our new store . 

marketing n [U] activities to design and sell a 
product or service by eonsidering what buyers 
vvant or need: We J ll iuxve to spend a I.ot on 
marketing to get cimomers back. 

saLes n [plurall the vaiue of goods and services 
that a company sells during a period of time: 
Sales increased foflowmg our successful 
advertemg campaign last yenr. 

sales pitch n [C] what a salesperson says about a 
product to persuade people to buy it: Tke rep 
gave a ten-minute sales pitch abmit the new 
modeL 

sales representative abbreviation rep n [C] a 
person who sells a companys products or 
services by speaking to customers on the phone 
or travelting to meet them: He tmveiled all over 
the US as a saies representative. 

speciat offer n JCJ a reduction in the price of 
something for a short time> to encourage people 
to buy it: Tiie co mpany is rnnning a spedal 
offer - a ne w phone for only £20. 

sponsor v [T] to give money to pay for a television 
programme, or sports or arts event, in exchange 
for advertising or to get public attention: 
Mnstercnrd is spomoring the Worlri Cup. - 
sponsor n [C] a person or company that 
sponsors something - sponsorship n [U] 



cost 1 n |C, U| the amount of money that y : : 
have to pay to buy or produce something: 7 
cost ofland in the city centre is very higk. 

2 costs [pluralj the money that a business mm: 
regularly spend m order to continue its 
activities. Our projrts are falling because of 
in creasing cos ts. expenses n | p 1 ural ] 

lahour costs, manufacturmg costs 

deat n [C] an agreement or arrangement, especially 
one that involves ihc sale of something to get a 
good deal get an agreement to buy or sell a 
product at a good price: We got a good deal 
vvken we bought this q/jice ns demand was low 
at the time. 

graph n [C] a drawing that uses a line or lines to 
show the relationship between two sets of 
figures: This graph shows sales figures for the 
ijear 2005. 

price n [C U] the amount of money for which 
something is bought 3 sold or offered: I he price 
of this picture is £6,000. 

pricing n [U| the prices of a company's products 
in relation to each other and in rdation to die 
prices of competitors; also the activity of setting 
prices: We need to discuss our prictng if we 
wnnt to hoost sales . 

profit margin n [C] the diflference between the 
price a product or service is sold for and the 
cost of producing it: We can increase our profit 
marfftn by cutting the cost of production . 

share n [C] the ownership of a company is 
divided into shares, which can be made 
available for sale as a way to increase capital. 
Investors buy and sdl shares in the hope of 
making a profit: He made a lot qf money hy 
investing in IBM skares, 

spending n [U] the amouni of money an 
organisation or a person spends: [+ on] We need 
to increose spending on research and 
development 

strategy n [C] a plan for achieving a goal; the best 
way for a company to develop in the future: 

We need to develap a strategyfor exportin g tke 
co mpany's products. pricing 

strategy, de\ T elop a strate gy - strategic adj 

trend n [C] the general way in which a particular 
situation is changing or developing: Economists 
study tke trends in spending. 

workforce n [C] all the people who work in a 
particular country, industiy or workplace: 

We are irvcreasin g onr worfrforce froru 1,200 fo 
1,400. 
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Unit 11 



Insurance 



Unit 12 



Service 



daim n [Cj request for payment for damage, 
injury, theft, etc, for which you are insured: If 
ijou wfliit to mc ike an insurance clairn, you 
mustjill out thisform , - ciaim v [T] [+- on] He 
claimedfor ihe dumage o n his c ar insuranct. 

cover v [Tj when an insurance policy covers 
someone or something, the insurance company 
will pay out if the person is injured; or if 
something is damaged, stolen, etc.: The poiicy 
doesni cover accicients that happen abroad. 
cover u [Uj The poiicy provides cover for loss, 
dmnage and iheft, 

damage n [Uj physical harm caused to something: 
The fue ccrnsed $100,000 qfdamage. damage v 
[Tj The car was badhj damaged in the actidmt 

fraud n [UJ a method of getting money illegallv 
frorn a person or organisation often in a clever 
way: Otiine banks need speciul sojtware to 
protect agamst fraud. - fraudulent cidj 

insurance n [Uj an arrangement in w r hich a 
company collects money regularly in premiums 
from a person or organisation, and in return 
agrees to pay them a sum of rnoney if tliey are 
invofved in an accident, have something sfolen, 
ctc.: T'ravd companies recommerai tfrat their 
customers tnke out insurance. 
insurance d nrm, insurance company, msumnce 
cover - insure v [T] [+■ againstj We are insured 
againstfire and theft. 

insurance policy n [Cj an insurance contract 
covering a particular risk, and the document 
that gives details of this: Jn the policy, it says 
that we can daim up to £1 millionfor medical 
expenses. 

premium n [C] the amount paid for insurance 
during a particular period of time: if tjQii 
haven’t paid your premiums, you will no 
longer be covered, 

risk n [CJ the possibility of a partieular type of 
damage against which you are covered: 

Chech in detflil the rishs thflt are covered hy 
your poiicy. 

term n [Cj one of the conditions of an agreement, 
contract or legal document: According to the 
terms of the agreement , the co mpany vvill pay 
witlixn 10 days of accepting the claim. 



apology n [Cj something that you say or w r rite to 
show you are sorry (br doing something wrong: 
The covupmvy sent an apology to their 
customers for their poor service. apologise v 
[+ for + dng] We apologise jor the 
mconvenience %ve have caused yo u. 

compLaint n [Cj a written or spoken sfatement by 
someone saying that they are unhappy about 
something: Our sales assistants are trained to 
detil wiih arstomer complaints in afriendly 
mcmner * - cornplain v [+ about) Muny 
customers have complamed ahout late delivery, 

customer satisfaction n [Uj when customers who 
have paid for a product or service feel happy 
vvith it: Our nrain gonl is to achxeve customer 
satisfaction m all times. - satisfred, dissafisfied 
adj j+ with] We are very dissatisfied wtth the 
service at your hotel. 

customer service n [Uj when an organisation 
hdps customers by answering ques'tions, 
listening to complaints, giving product advice, 
etc.: The company says that it offers good, 
c ustomer service. customer services [pluralj 
the department in a company that deals with 
customer service 

feedback n [U] advice or criticism about products, 
services or ideas. Companies may seek customer 
feedback by providing questionnaires asking if 
customers are satisfied or not: We co nducted a 
survey to getfeedbaek on customers' opiniom 
about our products. 

guarantee n ]C| a formal written promise to repair 
or replace a product if tt has a fault within a 
period of time after you buy it: The company 
uffers a two-year guarantee on all electrical 
go ods. - guarantee v [TJ This prodnct is 
guaranteed for two years. 

payment n [CJ an amount of money that must be 
paid, or has been paid, or the act of paving it: 
Payment nmst be made within 30 dmjs. - pay v 
[+ forj .Shopjiers are xvillmg to pay more for 
famous brands. 

quality n [Uj used to talk about how good or 
bad somefhing Is: Several customers 
complained about the poor quality of the 
service. 

refund v [TJ to give someone their money back, 
for example, because rhey are not sarisfred with 
the goods or services they have paid for: We 
guarantee to refund yourmoney ifyou are not 
fully satisfml. - refund n [C] 
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training n [U| the process of teaching someone the 
skills and knowledge needed for a particuSar 
job: The company is sending 30 workers to the 
USfor training . - train v [Tj - trainer n [CJ 
~ trainee n [C] 



Unit 13 



Productfvfty 



assembiy n [U] the process of putting the parts of 
a product together in manufacturing: Farts are 
manufactured mjapan and assembty is done 
in Turke y. - assembie v [T] - assembly line n [C| 
method of making goods, especially cars, in a 
factory, The product moves along a line of 
machines or workers, each adding a different 
part or doing a different job. 

capacity n [U] the amount of something that a 
factoiy can produce: Our producrion capacity 
has increased 'with tj-ie new tecknology. 

component n [U| one part used in making a 
machine, vehicle, ete.: The co mpany supplies 
elecrtfcnl components to the car industry , 
part n [C] 

delivery n [Q l.I| the act or process of hringing 
goods to the place or person who has ordered 
them: We have armnged delivery of your onier 
on Monday. jmt-in-thne delivery, 

delivery date , ddivery terms 

effictency 1 n [C] how well an industrial process, 
factory or business works so that it produces as 
much as possible from the time, money and 
resources that are put mto it: We need to 
improve our ejjictency if we want to hecome 
more profitab le. 2 how well and quickly a 
person works. - efficient adj ■ efficiently adv 

just-in-time written abbreviation jlT adj if goods 
are produced or bought using a just in-time 
system, they are delivered just before they are 
needed, which recluces the cost to the company 
of keeping goods for long periods of time 

■ justdn-time deiivery , jitst-in-time 
manufac.umng 

production n [U] the process of making or 
growing things to be sold as products, usually 
m large quantities: Toshtha is tncrertsing 
production of its popidar laptop computers. 
producer n [Cj - produce v [TJ - product n [CJ 

pmdiLCtivity n [U] the relationship between the 
aniount of goods that a factory produces and 
the resources needed to produce them: New 
teckno logy has helped us to improve 
productivity. - productive adj 



resource n [C] [usually plural] this car. :r. : _ : _ 
money, buildings, machinerv', matenr. 
and workforce that a company has ava:._v 
The companif doesn't have fhe resourcts 
compete in a completely new marhet. 

human rtsources, financial 

resources 

stock, stocks n [C, U] a supply of raw materials or 
parts that have been produced and are kept to 
be used when needed in manufecturing, or a 
supply of finished goods that are kept befbre 
being sold: /t is expensive to store large 
quantities of stochs. 

supply v [T] to provide goods or services to 
customers, especially regularly over a long 
period of time: The compnny supplies products 
to the car industry , - supplier n [Cj - supply n 
[C] [plural] supplies an amount of something 
that is available to be used: We have a goor! 
supply of components in stodo 

waste v [TJ to use more of scmethmg, especially 
tirne or monev, than you need to, or to use it 
in a way that is not economical: We waste too 
much time reprtiriug old equipment. 

woste time, waste money, woste 
resources - waste n [Uj 



Unit 14 



Creativity 



brainstorming n [U] a way of developing new 
ideas and solving probiems by having a 
meetlng where everyone makes suggestions and 
these are discussed: The team hdd a 
bmittstarmmg meeting to get ideas for selling 
the new prod-uct. 



challenge n [C] something difficult that you feel 
determined to soive or achieve: The chnllenge 
for the company is how ro pay its $3 hillion 
debt. 



creative adj producing or using new and 
interesting ideas: We need toftnd a crerttive 
solutton to the problem offalhng sales* 

- creativity n [U] 

discovery n [C] something you learn or find out 
that was hidden or not known about before: 
Kesertrchers have made some interesting 
discoveries about hmnan thmking, - discover 

v m 

innovation n [U] the introduction of new ideas or 
methods: The company encourages creativity 
and innovation. - innovatlve adj 

radical adj a radical solution involves looking at 
the origina! source of the problem and making 
big, important changes 
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solution n [C| a way of dealing with a problem or 
difficult siluation: There are no simple solutions 
to the problem of iinemplcnjment. 
j inti a solution f+ for] - soive v [TJ 

tradition n [Cj a way of doing something that has 
existed for a long time traditional udj: We 
need to move awm \ from the traditional waij 
of thinking , 



Unit 15 



Motivation 



bonus n [C] an extra amount of money added to 
an employee’s salary for doing difficult or good 
work: The sales stajf get excellent bc muses wHen 
they reack their sales tnrgets. 

initiative n |Uj the ability to make decisions and 
take action without waitmg for someone to tdl 
you what to do: Employees in our company are 
encottmged to u se tfieir initiative. 

job satisfaction n [UJ a feeiing of happmess or 
pleasure in doing your job or achieving 
something in your job: Job satisfaction is yust as 
important to ivorhers as a banns. 

toyal adj loyai employees stay with that company 
and donh seek iobs in other companies: Martin 
has given 15 y ears of loyal service . - loyalty n 



motivatian n |U| willingness and enthusiasm ta 
do something without being told to do it: 

Mauy of our workers have Uttle or no 
motivatiorh - motivate v |TJ [sornebody to do 
something) 

pay n [Uj the money someone receives for the job 
they do: The workers Jiave asked for a pay 
increase . 

performance n [U] the way that someone does 
their job and how well they do it: Some people 
criticised his perfonnance as a nnmnger. 

“ perform v [TJ 

power n [UJ the ability or right to control people: 
We shouldu't give too mtich power to one man, 

- powerful adj 

promote v [Tj to give someone a l^etter paid, more 
responsible job in a company or organisation: 
Tfie company has prwnoted him to tke post of 
managing director. - promotion u [CJ 

reward v [T] to give payment for excellent work : 
high performance or special service: We like to 
reward oxcr stajf when they reach their 
production targets. - reward n [C, Uj 

senior ndj having a high position in an 
organisation or company: Senior managers 
have their awn qffice and drive a company car. 

- seniority n [UJ 
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Glossary test 



1 VVe ioereased on production and 

this has reduced our profit margin. 

A spending B pricing 

C cutting D output 

2 Doug Richards is a sueeessful who 

has started a number of profitable businesses. 

A bankrupt B loser 

C entrepreneur D starter 

3 VVhen we had a fire, the insurance company 

paid the cost of the . 

A policy B cover 

C injury D damage 

4 Our regional will visit you and 

showyou our product range. 

A sales pitch B sales representative 

C consunier D customer 

5 It was a difficult problem, so thev had a 

meeting to eollect some ideas. 

A discoverv B brainstorming 

C challenge D radical 

6 This shows the increase in oil 

prices over the last ten years. 

A workforce B development 

C graph D strategv 

7 Venture capitalists look for a big 
when they provide finance. 

A return on investment B payback period 
C risk D technology 

8 If you need more information, the 

company w r ebsite, 

A browse B collect 

C share D store 

9 Employees say that they get more job 
______ when they are able to use thei r 

own in i t i at ive i n th ei r wo rk. 

A pay B satisfaction 

C loyaity D seniority 

10 To be sure ofbeing polite to people, it is best 

to follow the rules of . 

A contact B etiquette 

C organisation D relationship 

11 Banks, financial services and consultancy 

businesses all belong to the sector. 

A industrial B seivice 

C manufacturing D activity 



The new product didmt sell well and the 
company lost to its competitors. 

A distributlon B demand 

C marketshare D finance 

If you tell your insurance company that the 
value ofyour loss was higher than it really 
was, you are making a claim* 

A fraudulent B truthful 

C legitimate D financial 

The new technology is good, but the company 
needs a lot of to develop it 

A budget B opportumty 

C potential D fimding 

Supermarkets and other sell 

goods directly to people who will use them. 

A employers B teams 

C retailers D manufacturers 

The city is attracting lots of new r business, 
which is good for economic ______ - 

A capital B location 

C growth D unemployment 

We use a system of just-in-time t:o 

reduce the cost of keeping large stocks. 

A orders B efificiency 

C delivery D productivity 

Stafif who stay with the company for longer 
than ten years receive an extra week's holiday 
as a reward for their . 

A initiative B performance 

C power D loyalty 

The department has over 100 

applications for the new position. 

A headhunting B human resources 

C career D stafif 

The bank is introducing a new surveillance 

system to increase . 

A security B files 

C browsing habits D IT 

Stefan €5,000 from the insurance 

company afiter his car was stolem 
A paid B asked 

C claimed D covered 

The news stoiy generateci excellent 

for our brand. 

A image B publicity 

C logos D loss leaders 



12 

13 

14 

15 

16 

17 

18 

19 

20 

21 

22 
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23 When you have a meeting vvith new business 

partners, it is important to be * 

A late B hierarchical 

C punctual D rude 

24 Some of the items were damaged so the buyer 

made a/an __ , 

A apology B refund 

C complaint D condition 

25 Senior managers are responsible for their 

subordinates in the organisational . 

A status B relationship 

C hierarchy D contact 

26 I think we should offer a five per cent 

to encourage people to buy more. 

A offer B flyer 

C direct mail D discount 

27 ______ are people who have new ideas 

and think of new ways to do things. 

A Traditionalists B Innovators 

C Researchers D Transformers 

28 WeVe reduced the price by 15 per cent 5 so the 

buyer is getting a good , 

A trade B cost 

C trend D deal 

29 Giorgio Armani famous for creating a 

brand. 

A luxury B value 

C !ow cost D cheap 

30 VVe ask customers for their to help 

us improve. 

A dissatisfaction B payment 

C training D feedback 

31 Ferdmand is hoping to go abroad to work in 

one of his companyV offices, 

A regional B iocation 

C capital D zone 

32 On the line ? the parts are put 

together to make the fmished product. 

A productivity B capacity 

C assembiy D supply 

33 Feopie on the trainee scheme have no work 

*just a university qualification. 

A CV B experience 

C application D candiclate 

34 We’II have to our products more lf 

we want to sell more! 

A design B appeal 

C brand D promote 



35 Qur staffare important which we 

try to use efficiently. 

A components B resources 

C stocks D deliveries 

36 Severai companies worked together on a 
to launch the new satellite, 

A potential B risk 

C joint venture D venture capital 

37 The team did a brilliant job so the company 

decided to each of them with a 

large bonus. 

A satisfy 
C perform 

38 john is 



B reward 
D promote 
for a better job iri a 



different company. 

A hiring B applying 

C recruidng D advismg 

39 We collect information abour our customers 

and store it on a ■ 

A subject B research 

C record D database 

40 The economy is weak, with high 

and unemployment. 

A currency B deveiopment 

C infrastructure D inflation 

41 The product has a one-year a so 

just bring it back if you have any problems 
with it 

A customer seivice B refrmd 

C guarantee D apology 

42 Bill Sorten a fmance manager, has 

for a team of 12 accountants. 

A diversification B responsibility 

C role D activity 

43 We _ a football club 5 so our 

company name is on the players’ shirts. 

A sell B sponsor 

C offer D launch 

44 Advertising companies need good 

staffi 

A discovety' B tmditional 

C radical D creative 

45 Befbre you ask a bank for money, it is 

important to prepare a good . 

A buslness pian B demand 

C profit D start-up 



156 m Glossary 



Grammar reference 



Present simple and continuous 

The present simple has the following uses. 

regular or routine events 

We usually start the week with a tmm meeting. 

She vtsits japan once a month. 

permanent or long-term situations 
i worh at head office in London . 

The compamj desigm computer gumes* 

Key words 

usualhj, normally, regiUurly, ojten, 
frequentlij, sometimes, mreiy, alwuys, never, 
every day / week / month / year, once a 
week / twice a month 

The present continuous has the following uses. 

something happening now / at the mornent 
Just a mommt Vm trying tofind yourfile . 
Nich 5 s mlhiug to a customer right now. 
temporaw situations 

We ’re not developmg any new prcniucts tfiis 
mcmth. 

Eva's workmg at home today - she's not in the 
oJi.ce. 

future fixed arrangements 

We 5 re Jyirtg to Texas on Monday 19 iIl 

Alike'S nteeting the directors tomorrow. 

Key words 

nmv, at the moment , currentiy, this week 



The continuous is not usually used with the 
following verbs. 

giving opinions 

iike, dislike, prefer, thinh } helieve, know, 
metm 

describing senses 
see ? hearffieel, seem 

describing ownership and needs 
have, need , own, w ant 



CountabLe and uncountable 



countable nouns 

have singular and 
plural forms 

use a 1 an with 
the singuiar 

use either singular 
or plural verb form 

worker T kook, ciesk, 
machine , co in, 
company , suggestion 

some 

in positive sentences 

- with eountable nouns in the plural 

- with uncountable nouns 
WeYe havvng some problems. 

There's some coffee o n the tahle. 

in offers and requests 

with both countable and uncountable nouns 
Would ijou Uke some tea or some biscuits? 

any 

in negative sentences and questions 

- with countable nouns in the plural 

- with uncountable nouns 

We donT use any videos on ourwebsite . 

There isn't any information about Itoteis, 

Do you have any details ahout this? 

mneh 



uncountable nouns 

have no pluraf form 

never use a j an 

use only singular verb 
form 

staffy oiL water, 
equipmenty mone y , 
information, advice 



mainly in negative sentences and questions 
with uncountable nouns 
We havent got muclt time. 

Is there much demand in Europe? 

manij 

mamly in negative sentences and questions 

- with countable nouns in the plural 

Do y ou have many customers in the south? 
No } not mamj. 

a lot qf / lots of (infbrmal) 

in positive semenees 

- with countable nouns in the plural 
with uncountable nouns 

You. see a lot o/ yurveillcmce c ameras i n the 
streets in London. 

There’s a lot of computer crime nowadays. 
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ModaL verbs 

Form 

modal verbs are followed by the infmitive 
without to 
i tmist go now. 

I can’tfind the customer Jt-le. 

Co wid 'vve start soon? 
exceptions are have to and need to 
1 need to go now. 

We dcm’t have to keep these records. 

Do yon have to lenve now? 

Modals important for politeness 

offers 

Can i ... ? Could i ... ? i can i could ... 

Would ijou like ... ? 

Can I Help you wiih yo ur b«gs? 

Would tjou iike to sit here? 

requests 

Can I ... ? Could. J ... ? Can tjo u ... ? 

Could you ... ? Woulti you ... ? 

C’ould f borrow you rpenfor a moment? 

Would you show me how to use this 

machine. please? 

polite suggestions 

You could ... / We could ... 

I think we shoulti ... 

You could tuhe the t rain - it’s very /n.sf. 
r think we should tmvel first cluss. 

permission 

Can I ... ? May I ... ? (more formaij 
You can / You rnay 

Cnn I / Maij J smoke in here? Yes,, you can. 
Modals of possibility 

certainty 
'wifl / won’t 

It’s Inte - I won’t have tirne to read the report 
tonight. 

possibility / uncertainty 

muy, might, could, may not, mtght not 

We couid have problems with transport. 

We ma.y nof nrrive in time for fhe meeting. 

Note: to express uncertainty in the future, we use 
mmj not or might not 

We may not / might not make a profit next year. 



ability 

can / can’t, could / couldn’t (past) 

I can’t read this. It’s too small. 

J c ouldn’t understand the report; it wns too 
difficult. 

Modals of obligaiion 

advice 

You should / You shouidn’t ... (stronger) 

You must / You mustn’t ... (very strong) 

You should talh to our accounts manager - 
she can help you. 

Youmustn’t leave London wnthout visiting 
the Tower! 

personal rule must / mustn’t 

I must try to get to work earlier. 

general rule have to 

Do you kave to have a visa to travel to 

Russia? 

necessary need to 

We need to pian our next sales conference 

soom 

not necessary 

don’t have to / don't need to 

You don’t have to have avisafor the UK. 

You don’t need to write a letter - you can 
pltone. 

not allowed mustn’ t 

You mustn’t leave your car in front of the 

hotel - it’s a no parhing area! 

Comparatives and superlatfves 

Forming comparative adjectives 

short adjectives (one syllable) + -er 
Tfte nevv model is cheaper : 

short adjectives ending -y y + -er 

The client is happier with the nevv design. 

longer adjectives (two or more syllables) 
more / less + adjective 
/ think this caat is morefashianablc . 

irregular comparative forrns 
goo/i - better 
had - \Mo rse 

far -further 

The neu 1 design is worse thim the of d one. 

The other restaumnt is iietter hut ifsjurther 
awmtj. 
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Use 

to show difference 

A is bigger than B 

B is not as big as A 

The V8 i sfaster than the V6. 

The V6 isn't as expensive as the V8. 

to show r similarity 
A is as big as B 

This yeafs sales are as goo d as last yeafs . 

Forming superlative adjectives 

short adjectives (one syilable) the + adjective + 

-est 

This laptop is the smallest one on the market. 

short adjectives endtng -y 

(the) + adjective y + -lest 

That \\>as our husiest xveek of the year. 

longer adjectives (two or more syllables) (the) 

most / the least + adjective 

Ifs the most heautiful dress in the show. 

This is the least expensive modei you can 
buij. 

irregular superlative forms 
goo d - best 
had - worst 
far - furthest 

Which photo do yo u think is hestfor our 
advertisemcnt? 

Arrivntg iate is thc worst tiung you can do. 
My desk is fhe one that is furthestfrom the 
\\nnd owv 

Past simple 

The past simple has the fbllowing uses. 

events that happened at a definite time in the 
past 

Ijoined the company m 2003 . 

The new secretary didnh come i nyesterday. 

fmished actions or events 

When you were a student, did you wmh in the 

hoiidays? 

Yes, / workedfor a telecoms company in the 
hohdmjs. 

finished time periods (with/or) 

Aisha wo rked in tkefumnce departmartfor two 
yenrsjjfom 2003 ftU 2005, 

Key words 

m 2005 , from 2002 to 2004 , last week / 
month / year, yesterday, ago ? in the past 



Future forms 

wtll + infinitive has the following uses. 

predictions we feel certain about 
rll definrtehj finish tJus project tomorrerw 
We wonT ftttve time to look ar yo ttr repon zkh 
w eek. 

inten tion, when we make the dedsion now tc 
do something 

Tll let you know rvhat I decide. 
intention after the verbs think , hope and 
expect 

Do ijou tftink you ? U stay with the company 
very long? 

'VVe hope youTl he able tojoin fhe research 
team next year. 

going to + infinitive has the following uses. 

predictions we feel certain about 
Are the stajf gotng fo accept the clmnges? 

Jt istvt goiug to he an easy ineetmg. 

It’s goiug to he dijficult to please everyhady. 

intentions, when the decision to do 
something was made before 
Vm going to visit the Greek qffice riext month 
We aren’t goiug to stay very long. 

Are you going to stny in Axhens? 

The present continuous has the following 
use, 

arrangements for things to happen at a fixed 
time in the future 

We're meeting in the conference room at 10. 
Aneyou seet ng the accountant tormrrrow? 

The irnperative 

positive instructions: infinitive of the verb 
without to 
Come inl 

Tum off the lights when you leave. 
n egative instructions: Don't + infinitive 
without fo 
DonT be latel 

D oiTtjbrget to post tiwse letters . 

Lefts + infmitive ts also a polite imperative 
Lef’sfzuish. 

lcCs gofor htnch now* 

conditional instructions: If + present tense + 
imperativc 

if you see joan, givc her my best wishes. 

DonT intemtpt him if he’s kusy. 

rfwe don’t get an answer by Fnday, senti fhem 

another etnaih 
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Present perfect 

The present perfect has the following uses. 

recent events 

Salesfigiwes have impmwd recently* 

We haven't seen a big nse in demand. 

Has your numagerjust starterf? 

events that affecl the present situation (but we 

don't say when they happened) 

Prices have gone np so thei/re very htgh nour 

unfinished events starting in the past and 
continuing up to the present (using for and 
since) 

Pve been in sales since 1992. 

The c ompany has been the market l eaderfor 
three ijears now. 

answering Hoiv long? about an unfinished 
event 

How long have you workedfor Exxon? 

Key words 

recentlii, in recent months / ij tars, in the 
lost inonth / year, just, now, since, for 
(except with finished periods of time) 

Passive verbs 

Passive sentences are formed as follows. 

Subject + to be + past participle (+ bj + agent 
(person or thing who did the action]) 

Active: We manufacture the goods in Korea. 
Passive: The goods nre manufactured in 
Korea. 

Active: The sales team sold 4,000 units last 
month. 

Passive: Four thouscmd imits were sold last 
month. 

Active: The CEO will open the new factory 
next week. 

Passive: The factory wtll be opened by the 
CEO next week. 

The passive has the following uses. 

when we don’t know who did something 
My purse fms been stolenl 
when it isn’t important who did something 
These products were tested yesterday. 



systems and processes 

Job applicutions are sorted, anri the best 

cflndidnte.s are selecteri. cmd intemeweri. 

formal language (letters and reports) 

Your enquirj has been passed on ro the sales 
department. 

The marketfor DVD plaijers was resemrheri lust 
year, and the findings nre reporteri in our 
Decemher su rvey. 

Conditionals 

Conditional instructions: If + present tense + 
Imperative 

Jf Vm not in the office , please leave a 
messagt. 

Con di tional l 

I/ + present tense + future with will or won’t 
If + present tense + can / can/t / could / 
couMn't 

If our competitors find out ahout our new 
product, they’ll wanf to copy it. 

WeTI Lie very hayrpy if you canjoin us/or 
dinner. 

Conditional 1 has the following uses. 

talk about the future resuhs of a possible 
action or event 

Ifwe spend too mwcK weTl nin out cfmomij , 
Tltey wouT birij oar products if they anrrt good. 
quality i 

Ifntmmgement doestVt give us the hudget we 
need, we could /tnve p'oblems. 

terms in a contract or agreement 

If tjou are notfidty satisfied mth this product, 

we wi.II. iefuud ijum murietj. 

Conditional 2 

If + past tense + wcndd / vvoiddrrt 
if + past tense + could / migJtt 

I/ the price was iower, Td buy it. 
f wcmldrxT buy it if it wctsnT good quulity. 

If you reduced the price, we might be 
interesteth 

Conditional 2 has the following uses. 

imagine unreal situations 

If everyoue useti email, we wotildnT need to 

send letters. 

If eteefric cars didn’t have so mctny 
dzsadvnntnges, mon; people would buy them* 
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irregular adverbs 



imagine the results of improbable actions or 
events 

If our snies incrensed hij 15 per cent, we 7 d make 
a lot ofprofit. 

If other comparues entered tlie marhet, there 
wowld he more competition. 

Adjectives and adverbs 



Adjective 
That's a fast car, 

Ifs a very hard job 
to do, 

Theyre good workers. 



Adverb 

He drives too fast 

The sales teani is 
worldng hard. 

They do iheir job well 



Adjectives 

describe or quatify nouns 
He's an excellent mxmager. 

Tfte lunch was rief ieious! 

Word order 

in front of the noun 
Tfris is an easy tnsk. 
where fhere are several adjectives 

size colour material noun 

a large black leather bag 

after some verbs: be ? become, seem,/eet 
The quality is good. 

THe comptmy is hecoming profitable. 
ifeel tired . 

Adverbs 

go with verbs to describe how you do 
something, or how often you do something 
She wo rh$ effidently. 

I ofien check share priees on the internet. 

Adverbs that tell you how often: sometimes, 
often , usually, mrely, Qceasionally,frequendy , 
genemlly, normally, alwnys, never 

Forming adverbs from adjectives 

most adjectives: + -ly 
slcrw - slowly 
large - largely 

adjectives ending in -y + -ily 
steady - steadily 

adjectives ending in -ic: + -ally 
automatic - autonmtically 
adjectives ending in -able: change ending to 
-abh} 

reasonab le - reasonab ly 



Word order 

adverbs that tell you how 

- follow the verb 

- follow any object in the sentence 

Sales rose rapidly. 

He spoke EngHsH welh 

adverbs that tell you how often, as well as 
adverbs of certainty and uncertainty, can go: 

- in front of the main verb 

- between the first part of the verb and the 
main verb 

- at the beginning or end of rhe sentence 

I o/ten work till 6 o'clocfe. 

I don*t often travel ahroad. 

The price witl defmitely rise. 

Sometiines prices go down. 
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Lfstening 1 page 12 



Many companies employ teams who work 
together across borders and time zones. We call 
them virtual teams because they communicate 
aimost entirely by email. Modern technology 
rnakes communication very simple and fast - but 
there can be problems* There is a big risk of 
misunderstanding. VVith team members speaking 
diflferent ianguages and belonging to difFerent 
cultures, small problems can become big 
problems. 

When you work together in a virtual team, you 
have to know and trust each other. Ifs important 
to build a relationship. When you join a virtual 
team, write an email to the others to introduce 
yourselfl Tell your colleagues about your job, your 
work experience, your interests. 

When you write an emaik don't just focus on 
work Make conversation - ask about the weather 
or mention something that is going on at the 
moment 

You need to explain things clearly to make sure 
there is no chance of misunderstanding. 
if you have to say something negative, be careful. 
Remembeu you can't smile in an emaiL A written 
message can sometimes seem very strong to the 
other person. Usi ng polite phrases helps a Jot! 

When you often write to the same colleagues, you 
usually develop an informak friendly style. But if 
you write to people in business Ihat you don’t 
know welL you need to be rnore formaf. 

Listening 2 page 13 

Tm a systems developer and i work for a 
finance company. Tm responsible for our 
website and managing the TT systems, But [ 
also develop new systems for the future. 

J work as a project manager for a navei 
company. We help hotds to develop websites. 
My role is to ineet ciients and find out what 
they want from their website. Then I prepare a 
proposal and present it to them. 

Vm a lawyer and t work for a mobile 
phone company. We make deals with 
companies to supply parts and services. My 



main role is to check the contracts with 
suppliers, but I also negotiate new contracts. 

fm an accountant at a Finnish paper 
manufacturing company. We make the paper 
for magazines. Tm responsible for payments 
to suppliers. 1 check the invoices from 
suppliers and send the payments. 

Decision page 14 



George Johnstone is an excellent export manager 
and a very good salesman. But he doesn't have 
experience of Mexico. When you start to cio 
business in a new region, ifs very important to 
understand the culture. If you make mistakes, you 
can lose a customer. Linda has a lot of experience 
of doing business in Spain, and she knows 
something of South American cultures. She also 
speaks exceilent Spanish. So we think that Linda 
is the best person to take responsibility for 
exports to Mexico. We know that she may not 
want to stay in thejob for more than two or three 
years, so we are also looking for a new person to 
join the sales team - someone who speaks good 
Spanish and has a lot of experience of doing 
business in Latin Amertca. Then if Linda wants to 
stop travelHng, we will have someone who can 
take this role. 

Listening 1 page 16 

Hello, Tm Amv. I work in the sales 
department and 1 manage customer data. I 
keep records of eusiomers. We have a file for 
each customer with their name, address and 
order details. But 1 also store details about 
their buying habits, What are their likes and 
dislikes? How often do they order and so on, 
And l enter all this in the customer database. 
Wc use the information when we want to 
send special offers to diflferent groups of 
customers. 

T'm Bob and my job is to research the 
market. 1 try to answer three questions. One: 
how many consumers are there in the market? 
Two: who are they? And three: what do they 
want? We coilect a iot of data about the 
people who browse our website. But we also 
use surveys and other methods. I write 
reports to help the marketing team develop 
their strategy. 
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My name is Carla. I work as a buyer, I 
always try to find the best products at the best 
price. Of course we have our regular suppliers. 
JBut I als'o search for new products, new 
suppliers and special offers on the internet. I 
use different search engines and 1 update our 
ftles with the new information. 

Listening 2 page 19 

• OK. Here is our weeklv statistics report for 
our website. As you can see here, we had a 
total of 4,542 hits this week. That’s very good - 
a lot more than we usually have. The average 
time for each session is 1.5 minutes. That’s 
quite normaL. And the average number of 
pages that people view ima session is 2.7. 
Again, nothing unusual there. The mosf 
popular page is the products page, with 2,430 
hits. We expect this of course. Most people 
want to know about products, Then there’s the 
offers page with 1,395 hits. We had a number 
of good deais on offer this week, and lots of 
people were interested in those! Now (et’s see 
the breakdown of traffic by continent. Most 
people who visit our website are from North 
America - that’s 57 per cent. The Americans 
are usually top of the list, but this percentage 
isn’t as high as last week. Then it’s Europe 
with 31 per cent ... and after that ... 

Listening 3 page 19 
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Lots of people have to manage large amounts of 
information. You may be a manager, a secretary, 
or a student. When you have information that 
you may want to use in the future, you have to 
store it where you can fmd it again. 

The first step is to decide how to structure your 
filing system. Ask yourself: What are the vnain 
categories of information that 1 deal with? Then 
divide them into sub-categories. 



The second step is to create fiJes for each k:r : 
material. Give each fiie a name. Ask yourse'.f. h 
this name helpful when I want that file agair.? 
The third step is to arrange your files for easy 
access. Ask yourseif: Which files do I use often '- 
Which are important? Put these files at the from 
of the filing area. Or on a computer, create a 
short-cui to those files, 

FinalLy, keep your fiiing svstem up-to-date. Delete 
or throw aw f ay old material. File new information 
immediately in the right place. And review your 
system often. Ask yourself: Does this system work 
for me? Can 1 organise it better? 

Finding information takes time. A good filing 
system can save you a lot of time. 

Listening 5 page 21 

Thanks for agreeing to help with my research. 
B That’s OK. What do you need to know? 

Well, first, about how many people are online, 
worldwide? 

B Worldwide? It’s difficult to say exactly. But we 
think it’s about 600 million. 

Did vou say 600 million? That’s a lot! 

Yes. It’s difficult to be precise because it’s 
increasing a)l the time, 

Right. So how many of those are in Europe? 

B About 30 per cent. 

Sorn,' - can 1 just check? Thirteen per cent? 

B No, not thirTEEN, THIRty per cent. 

Thirty per cent. Hmm. So that’s about 200 
miilion. 

t just under 200 million, yes. The number i’ve 
got here is 190.91 million. 

What a number! Can you repeat it, please? 

B A hundred and ninety pomt nine one 
million. 

OK. And how much time does each persott 
spend browsing the web? 

The average time is over 25 hours. 

Do you mean 25 hours a week? 

B No, no - 25 hours a montb. 

Right, thanks. T think that’s everything ... 

Decision page 22 



Countries such as India and China have huge 
numbers of people and offer a great opportunity 
to companies like eBay. But there ean be problems 
ifyou don’t understand the local market. For 
example, people may shop in different ways and 
use different payment methods. There is also the 
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problem of competition from local companies, fbr 
example Baazee, who have a better understanding 
of rhe market in Jndia. 

So what did eBay do? Well in 2004, eBay decided 
to buy the biggest online retailer in Tndia - Baazee 
- for 50 million dollars. They believed that buying 
a local company was the best way to enter a new 
market. Baazee understood the market and could 
show eBay how to operate. Of course it was a high 
cost for the first year or two. But the company was 
sure that they would make money in the long 
term. 

Listening 1 page 24 

There are different opinions about what is polite 
or impolite. DifFerent cultures express politeness 
in different ways. Even in the same country, there 
may be different views about what are good 
manners or bad manners. But the same rules 
apply evervwhere. Politeness is about showing 
respect for others. It means thmking about other 
people’s feelings. 

In formal situations, we tbllow standard rules for 
politeness. ln business, we are usuaily polite when 
we make new contacts, meet customers or people 
from other companies. Politeness is often iinked 
to status. We are usually more polite to people 
above us m the organisational hierarchy. In 
today’s working environment, most managers 
show respect for their workers. They might say, 

We really need to send the report as soon as 
possible. Could vou please do it today?’ If you 
consider other peopie’s feelings, they are usually 
more willing to work hard, to help and to 
cooperate. 

Listening 2 page 27 




We in Sydney are very easy-going and relaxed 
about rules. But we. work itard. We start work 
pretty early in the morning. Breakfast meetings are 
common, starting at Sam. And we like to start 
meetings on time - so lt's important not to be late! 
We’re generally very informal. Men often wear a 
jacket and tie during office hours. Rul we prefer 
informal clothes when the weather’s hot. For 
lunch, we usualiy go out for a .sandwich. What do 
we talk about? Well - it isn’t difficulf to talk to 
Australians - we’re very friendly people. But it 
helps a lot if you can talk about sport. 



J London 

Most people that I know don’t (ike to start work 
early. We hate breakfast meetings! People are 
always in a hurry - so being on time for meetings 
is important. People think the British are very 
formal. Buf things are changing. I think we’re 
quite informal nowadays. Some men stiil wear 
formal business suits - but a lot of people come to 
work in casual clothes. Lunch is often a quick 
sandwich and a coffee. After work, we Iike to go to 
the pub with coileagues. At the pub you can talk 
about anything you like! 

j New Vork 

Life in New York is fast and dynamic. Some 
people say that we’re rude. I don’t mean to be 
rude - 1 just don’t have much time fbr being 
polite! Work starts early in the morning - 
breakfast meetings start at 7am - don’t be late! 
Most people dress in suits for business - it’s 
important to look smart. A lot of people eat at 
their desk at lunchtime. But if we go to a 
restaurant, we talkbusiness right through lunch. 
We don’t talk about the food. People are very 
competitive and work always comes first! 

Listening 3 page 28 

Could you give me your coat, piease? 

Could you give me your eoat. please? 

Could I have some more cofifee, please? 

Bring me that document, please. 

Mary! Can you go and fmd some more chairs. 
Would you sign this form, please? 

Listening 4 page 29 

j £ Q f J \/ £3 ^ j £ Q n 1 

Excuse me, there's a mistake - my name is 
j - O - H - N ? not j - O - N, 

Oh, OK. 

il. o o v § - " a a! o n rf 

Would you like to come with us to a 
restaurant fbr dinner this evening? 

That vvould be very nice. Thank youl 

2 Ti p y g $ ' C T 3 

Can I introduce Caroline Day? 

Oh - we already know each other. 

Hello, Caroline! How are you? 

I Conversation 4 

Is it OK to park in fi-ont of the office? 

Fm sorry. Lt isn’t allowed. You can use the 
car park at the back. 
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CorH?er$ation 5 

Thanks very much for the gift. lfs beautiful! 
f m glad you iike it 

Conversstfon 5 

Thanks for all your heip with the travek 
Thafs ail right. No probiem. 
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Gary Rdbinson 

Buliying is a difficult problem and ihe soiution 
depends on the situation and the type of bully. In 
Elizabeth's case, she is the only one in her team 
that Valma bullies. This probably means that 
Valma sees Elizabeth as a competitor and thafs 
why she thes to make her look stupid. She wants 
to keep her at the lowest level in the teann. 

Ehzabeth should not try to talk to Valma directly. 
This will only make things more difficult between 
them. 



The best option for Elizabeth, therefore, is to talk 
to a senior manager. But firsf she must coliect as 
many facts as she can. It is a good idea to keep a 
diary of events* Each time she experiences 
bullyingj she should make a note of it writing 
down where and when it happened. If her 
calieagues can support her story, thafs even better. 
If the senior manager understands the situation, 
he can rnove Elizabeth to another team or to 
another department. Or he may decide to move 
the bully. He can also give Elizabeth the chance to 
do the training she wants. 

If the senior manager doesn’t believe Elizabeth, or 
doesn't want to help heu then the only solution 
tbr her, unfbrtunately, is to leave the company 
Bullying causes a lot of stress. Ifs better to start 
again in a new job than to continue in a bad 
situation for months or years. 
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Listening 2 page 37 

Dee D^lansv 

Companies donT just seJJ products. They sell a 
lifestyle. Nearly everything you buy says something 
about you : your clothes, your cau your mobile. all 
show what kind of life you have. Customers 
choose brands that represem their lifestyle, or the 
lifestyle. they want to havc. 

Through advertising, companies try to promote ari 
image of the kind of people their customers want 
to be. For example, Ray-Ban - the sunglasses 
producer ran an advertising campaign with 
photos of strong, dynamic men. The idea was that 
men who arc Jeaders and heroes wear Ray Bans. 

Another example is Gap. They have a range of 
clothing for men called StressFree. You can drop 
something on your trousers and it cleans off' 
immediately. So you have no worries. You can be 
relaxed and stylish at the same time. The 
company advertised the ciothing with the song, 

Vm Free. 

Listening 3 page 39 

Customer 1 

I thirik ifs a good desk. You can use it for a PC or 
laptop. fm a student and I need a desk to study. I 
could put it in my bedroom. The desk is quite 
smalg so ifs ideal for a sniall room. But ifs gol 
lots of space for books and papers. Ifs great, veah! 

Customer 2 

Tni an office designer and ifs part of my job to 
choose desks and chairs for new offices. In my 
opinion, this desk isn’t designed for use in an 
offiee. Ifs too sma/I. Most office workers need 
more space. When you have to sit at a desk all 
day, you need a bigger desk than this! 

Custorner 3 

I have an office job but I also work at home. I 
think this desk could be suitable fbr me, Ft looks 
stylish. Ifs made of good quality wood. And T iike 
the fact that ifs got wheels - so you can move it 
easily. I think if$ very practicaL 
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Decision page 40 

Ernst Jiingbliiim 

To solve its problem, VW launched two new 
models: the Touareg, a top-end sports utility 
vehicle, and the Phaeton, a luxury executive car. 
Although their business up to that time was based 
on middle-priced cars ? ihey knevv that there was 
very good business in the luxury car market toa, 
They wanted to give their existing cmtomers 
something to move 011 to. 

They also wanted to build some of the best cars 
in the luxuiy market and be a strong competitor 
just as they were in their existing markets. It isn't 
easy to develop a new image - lt takes a little 
time. but the company felt sure that the time was 
riglht to tnake the move. 

Listening 1 page 42 



VVhat makes a company successful? 

To begin with, of course. a successful company 
has to make a profit. That means that it has to 
keep costs as low as possible - the cost of 
manufacturing, for example. Secondly you need to 
make big sales so there has to be a demand for 
vour products. And of course, you want io be 
competitive, If your competitor brings out a better 
product, vou can lose customers, The most 
successfi.il companies control the marker, That 
means they have a bigger percentage of sales and 
a bigger market share than their competitors, 

Their product is market leader. U sells more than 
any other product in tliat sector. 

Another factor fbr success is growth No company 
wants to stand still, Successful companies are 
always finding new markets and new 
opportimities to grow. 

Listening 2 page 45 

ALan Martin 

Wdl the first step, of course, is to develop a new 
produci idea. Many people decide to start a 
business because they have a good idea. 

But you have to remember that about 80 per cent 
of new business ideas faih Usually ifs because 
people don’t understand the market So the 
second step is to conduct market research, Your 



research should answer two key questions, First, is 
tbere a demand for your product or service? 
Second, who are your competitors? 

When you know you have a market, the next step 
Is to prepare a good business plan. Your business 
plan helps you to focus on what you want to do. 
lt also helps with the fourth step: getting finance. 

You have to decide what type of business you 
want to have, your goals, your product or service 
and its key selling points. in the pian, you also 
need to show that you can run the busi ness. So 
you include information about staff management, 
production, marketing and 3 of course, finance. 

This shows that you know how to mn a business, 
But the most important step is the fifth one: to 
build a customer base. You need a number of 
regular customers who come back to you year 
afiter year, A strong customer base is key to 
making a success of your business. 

Listening 3 page 47 

Ben Hone 

After graduating, I joined a design companv, lt 
was a good job and i enjoyed it, But only two 
years later, the company went bankrupt and T 
lost my job. i looked for other jobs, but couldnT 
find anything interesting. So what did I do? 1 
decided to start my own business, To begin with, 
lt was very hard work. But after about a yeai; 1 
got my first big contract: to design the new offiees 
of a local company. The company liked what I 
did and l got more work. Then came economic 
problems. It was a difficult time for all businesses 
in the region. But after a while the economy 
improved again and my business staited to grow, 
And now r 1 employ 12 people and we tvork in 
luxury offices in the city centre. 

Decision page 48 

- R o n a Uf D ea n 

We first considered Golden Valley. This is already 
a successful company and very profitable. But the 
owners of Golden Valley had no reason to selk 
They were already so successfUl that they didnk 
need any fmancial help from a larger companv. 

We also considercd Rocky Farm because they had 
such an excellent product But they only had one 
product: ice cream. It needed a lot of money and 
time before it could develop mto a faigger 
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business, We wanted to find a firm that could 
become market leader in a short time, 

So, our decision was to make an offer for Armie’s 
Kitchen. This firm had financial difficulties and 
its owner was ready to accepi a low offer from us. 
Because we are a big company, we were able to 
deal with the companvs financial problems. We 
paid for a new factory and put money into 
iniproving production. So Annie’s Kitchen started 
to make a profit The owner stayed on as ihe 
companys managing director. This worked out 
veiy vvell. Annie's Kitchen is now second in the 
market with a 32 per cent share. We hope that we 
will soon be number one! 

Listening 1 page 53 



VVhat kinds of new technology does 
your firm usually invest in? 

Mostly we invest in IT Information 
Technology. But about a third of our capital is 
invested in medical technologies. 

Is it better to support start-up 
companies or older companies? 

Obviously there’s a lot more risk with 
a start up than with a company that is alreadv 
running- With an older company, you can see 
i f th ey h a ve a st ro n g m a n a g e m e n 1 1 ea m a n d a 
good record of success.' 

When you consider new projects or 
n ew idcas, what do you look for? 

We look for new products and new 
technology that will have a large market If ifs 
something people need to have, then lots of 
people will buy it. Take a medical product, for 
example- We ask what kind of disease it will 
treat If it can treat a disease that is common, 
obviously the product will have a much 
larger markct. 

Many people who look for venture 
capital are scientists or engineers. How much 
do they understand about business? 

Nowadays, top scientists know a lot 
about business. They are very aware of the 
importance of economic factors. 

How long do you usually have to 
wait to get a return on investment? 

The payback period is usually 
between five and eight years. But in the 
biotech sector, 15 years is quite normaL 

And - if I can ask you this - what 
percentage ofyour investments don ? t give you 
any return on your investment? 



Venture capitalists expcct that nine 
out of ten ventures wonT make any return. If 
all goes welf the tenth investment will make 
enough money to give us a profit overall. 
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John 

People are worried about the amount of garbage 
they create, This idea offers people a way to 
manage garbage. But ifll be quite expensive! So I 
think ifll probably sell only in the luxury market. 



Maybe at first it will only sell in the luxury 
market. But in the long term, I think the price 
may come down. Bv 2020, the Intelligent Garbage 
Gan could be in every home! 

Ifs a great product idea! It will solve all our 
garbage problems! This vvill definitely be a big 
success! 



Sorty I dofft think so. Ifs a toy for people who 
like technology and have too much money to 
spend. It won't solve garbage problems. i cloift 
thmk it wiil sell not in any big numhers, 

Decision page 56 

! L h ri s l o p : W : & s e ntn l l 

Lefs look at the space travel idea first. Ifs tme that 
there are people who would love to be space 
tourists. But how many people will be able to pay 
$30,000? Therell be a very r small market for this. 
And ifs also the riskiest venture of the three. The 
company will need huge amounts of capital to 
build a spaceeraft that vs safe. So at the end of it 
alf there may not be much return on investment 

OK, lefs look at Fingertip next This is a great idea. 
One day ? this kind of system will be in homes, 
offiees - everywhere. But at present you can onlv 
sell it to luxuiy hotels and big corporations. So ? m 
the short term, the market will be very small. 

There is also a greater risk here because ifs a new 
start-up. 

finally, let ? s look at Celf Cure. This is 
something we are veiy interested in. We know 
that the technique can be used to treat several 
common diseases. That means that there will 
definitely be a big demand for this kind of 
treatrnent. There is also less risk investing in this 
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business because it’s an existing company so we 
know they have the necessary management skills 
to develop the idea. We think this venture wiil be 
a big success. Tha t’s whv weVe decided to invest 
our capital in Celf Cure. 

Listening page 63 



Beibre setting up an office in another country, 
you'll need to do quite a lot of research. There are 
a number of things to consider. 

To start with, you want to be sure that the countrv 
has a strong economy. And that means low 
inflation and a stable currency. If the prospects 
for growth are good, then so much the better. 

Then you need to consider other factors. For 
example, does the iocation have a gocxi 
infrastructure - a modern airport, good roads and 
perhaps shipping facilities ifyou need them? 

And the third main area to research is the financial 
side. How much will it cost to rent office space? 
Does the government of the region offer special 
encouragement to fbreign business such as low 
taxation? If the iocal govemment has a positive 
attitude to foreign business and the costs are low, 
then obviously these are going to be big advantages, 

Decision page 66 



There are three key elements in deciding where to 
iocate a new office. The first is the infrastructure 
of the area. Do you have good road and rail 
communications? Are you near to an 
international airport? 

The second key element is the living environment. 
You need to offer staff an attractive place to live 
where they can find a nice house that’s not too 
expensive, and good education for their children, 

The third element is the business environmenL A 
place that has a growing economy with other 
successful businesses in the area will provide the 
best environment fbr your company. 

So which of the three towns did Whiterose 
choose? Well, they considered Exeter because it 
offers a very attractive environment. But it is a 
long way from London and head office, 
Communications to other parts of Britain are not 
so easv and intemational travel is not as good 
from Lxeter airport as from other larger airports. 



They considered Swindon because it has excellent 
communications with the rest of Britain and is 
not too far from Heathrow - a huge international 
airport. But Swindon is mainly a manufacturing 
town and doesn’t have other similar businesses in 
the service sector. So perhaps it isn’t the right 
business environment for a hotel company. 

So they decided that they are going to reiocate to 
Luton. Luton has a growing economy and the 
airport is attracting airline business and travel 
companies to the area. Whiterose may want to 
work together wttb some of these companies. 
Luton may not be such an attractive place to live 
as Exeter, but h ts close to London. The staff could 
travel ffom London in haif an hour, so maybe it 
won’t be necessary ro move house. Luton also has 
excelient communications with the rest of Britain 
and intemationally. Staff can fiy to tnany places 
around the worid ffom their local airport, which 
ls a big advantage for a company that is 
expanding internationally. 

Listening 1 page 68 

T’m Michael Kohl and I work for 
Volkswagen in the design department I work 
on the exterior design for new cars ? making 
models for the design ideas. When I left 
school, T applied to do an apprentieeship with 
Volkswagen. T thought it woold be a good 
company to work fbr. $o I wrote to them to 
apply for the scherne. T was one of 6,000 
applicants for only 600 places* After a lot of 
tests and interviews, they accepted me. After 
three years in the apprenticeship, T went to a 
special college to study design and modelling. 
When I got mv qualification, Volkswagen gave 
me a permanent job- 

i got my job through personal contacts, I 
was on a two year mastefs degree course in 
management. A family friend had a job with 
Meridian, a management consultancy firm 
and she told me about it. I was looking for a 
summer work placement to get experience 
and she recommended me to the managing 
director. i leamed a lot working there and 
enjoyed it very much. After l finished my 
degree, they decided to hire me, And thaf s 
where I work riow - as a research consultant. 
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Barry Bampton 

If you apply for a job in the UK, it may be better 
to write your CV in the way that UK employers 
expect, For example, keep it short - don’t write 
more than two pages, 

Make sure that you put your personai details and 
qualifications at the top where you studied and 
your exam results, Don ? t write your date of birth 
and dorvt say if you are married or not 

When yau describe your work experience, it 5 s 
essential to say what you learnt from your 
previous jobs. Say what you contributed to the 
job ? and what skills you demonstrated. 

ffs a good idea to write something about yourseif 
and anv mterests or hobhies that you have. And 
don’t forget to sav which foreign ianguages you 
c an speak. 

Finaliy, remember to give the eontact details of 
two references - most British employers wili 
contact them to find out more about you. 

Decision page 74 

Barhara Kingsland 

As a careers adviser, I never say to anyone: you 
must take this job or that one* It has to be their 
decision. We carry out psychologicai tests that 
show what kind of personality people have, what 
their strengths and weaknesses are. This helps 
them to know 7 what kind of work they are suited 
to- 

Kate, for example, likes working with people not 
machines- The job in the sniall company may suit 
her vety well. But one thing to think about is risk. 
Kate could lose her job if there is a downturn in 
the industry, 

She will probably find the market researeh job a 
bit boring, But if she is really ambitious, it may be 
better to take a job with a large company that 
offers good prospects in the long term. 

It is important for Kate to think about her long 
term pians. That will heip her to make the right 
decision. 

Kate Gray 

Ifs now three years since I decided to join Wide 
World Tours. I think it was a good decision, 1 
didn s t much like the job of marketing assistant 
it was a bit boring ancl routine. But I worked hard 




and the company gave me the chance to move to 
the Human Resources department Vm now taking 
a year out to study for a Human Resources 
qualification, Then Hi go back to Wide World 
Tours to continue my career. Because ifs a big 
company, it offers lots of opportunities! 

Ustening 1 page 76 




j m grio C a o e W\ 

Perhaps the most effective way to promote 
products to a large number of people is to 
advertise. There are several different advertising 
media that we can use, for example TV and radio. 
There's also the press - that’s newspapers and 
magazines - and the cinema. And of course, the 
internet is extremelv important now. Advertising 
is a good way to reach a lot of potential 
customers but there are other selling techniques 
as weil. 

There’s personal selltng, for example. This means 
employing sales representatives to make reguiar 
sales visits to customers and potential customers, 

Then there are sales promotions. These include 
special offers, for example: Ten per cent reduction 
tn prico; or 'Buy satellite W and get free 
installation' and discounts that encourage people 
to buy. 

Other examples of sales promotions tnclude 
competitions and free gifts. 

Another method of promotion is public relations. 
This involves creating news and gettmg 
information about the company or its products in 
the piess or on W. For example, when a pop star 
launches a new album, people write about it in 
the music magazines. And this brings publicity for 
I the company. 

The next rnethod is direct marketing. This indudes 
all sales activities where consumers can buy the 
product immediately. An example is direct mail - 
where you send information to potential 
customers by posL We can aiso include W and 
internet shopping in this categoiy. And then 
there's telephone selling, where sales staff 
telcphone people and try to sell products over the 
phone. 

And finally, we have sponsorship. A company 
pays money to have its name linked to an event 
or a person such as a sports personality. The 
person wears clothing with the name of the 
company on it 
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Listening 2 page 79 

Michio Yano 



Nikki Lambert 



We know our customers very well, and we 
decided that a trade fair wasn’t the most eflfective 
way to launch our new modem. Instead, we 
wanted to create a fun event that our customers 
could remember for a long time - a party. 

The way we promoted the event was this. We sent 
several emails to our customers. In the first email, 
we encouraged the customers to visit our website 
to see a Flash demonstration of the new product. 
Next, we emailed invitations to the launch party. 
We later sent another email so that they couldn’t 
possibly forget. The third email included 
directions to the event. 



We chose a big hotel by the beach and we 
arranged special buses to make it easy to attend. 
We organised lots of games and entertainment to 
make the party really good fun. During the event, 
we used big screen TVs to provide more 
information about the product. People could 
watch demonstrations on the TV screens and 
enjoy the party at the same time. 

The event was a huge success. We planned for 250 
people to come, but 600 people came. Many 
people said it was the best launch party ever! 



Unit 9 



Listening 3 page 81 



How about putting up some posters? 
We can put posters up in the store so people 
can see them when they come in. 
jke~ 1 : That’s a good idea! - And why not 
hand out leaflets as well? We can put one in 
each bag when a customer buys something. 
spt aker 3: Hmm - I like that! And of course, we 
need to put details on our website. 

r I Perhaps we could collect customers’ 
contact details - their home address or email 
address - then we could send them 
information about the classes. 

:r 2: Hmm - I’m not sure about that! 
People won’t want to give their address. 
iker You’re right. That could be difficult. I 
think we should just have posters and leaflets. 

What about inviting someone from 
the press to attend the first class? That way we 
can get some free publicity! 
pt er 2 and 3: Brilliant! 



At Virgin Mobile, we believe it is very important 
to have students inside each university, helping us 
to promote our brand. One of our strategies is to 
recruit two student brand managers at each 
university. These students carry out promotional 
work and receive pay for each hour of work. We 
advertise the jobs on our special student website. 
Students can apply online and we select the most 
talented applicants through tests and interviews. 
We don’t just accept anyone who shows an 
interest - it’s important to use standard 
recruitment procedures to select people who have 
a real talent for marketing. We also give these 
recruits two days of special training in marketing 
methods. So this is one strategy. But we also have 
another: a competition which we hold everyyear. 
The prize is a house where each winner, and three 
of their ffiends, can live rent free for a year. We 
advertise the competition on the internet. But the 
student brand managers also do a lot to 
encourage people to enter. The first stage of the 
competition is to complete an online personality 
test to see how dynamic and creative they are. In 
the second stage, they have to describe an idea for 
promoting Virgin Mobile. We then select the best 
25 students to go on to the third stage. In this 
stage, the students have to persuade other students 
to vote for them to win. This means they have to 
promote themselves in some way. For example, 
they can put up posters, get attention at student 
events by wearing special clothes, dye their hair 
red, hold parties, decorate the town in red or 
anything else they can think of. They do these 
activities to promote themselves to win the 
competition, but of course they are also 
promoting the Virgin brand at the same time. And 
this is an extra benefit to our marketing 
campaign. We find that this competition attracts a 
lot of interest from students who want to become 
involved. And this is great for increasing 
familiarity with our brand. We are also oflfering 
something to students: a lot of fun, and the 
chance to save on some of their living costs at 
university. 
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Listening 1 page 89 

Callum Taytor 
Part ome 

Price is lmportant to everyone. Companies spend 
a lot of time deciding how to set prices. But they 
often don’t choose the best method of pricing 
their products. This can have a huge impact on 
profitability. A study of 2,400 companies showed 
what happened when they followed one of three 
strategies. The first strategy was to reduce costs by 
one per cent; the second was to increase the 
volume of sales by one per cent; and the third 
was to increase all their prices by one per cent. 
The companies who reduced their costs improved 
profitability by 13 per cent. The companies who 
increased their volume of sales also had an 
increase in profitability - of 3.3 per cent. But the 
companies who increased their prices saw the 
biggest increase, with profits increased by as 
much as 11 per cent. 

Part two 

So how should companies set the price for a 
product? One method is a simple ‘cost-plus’ 
strategy. You calculate what it costs to produce an 
item and then you add the profit margin you’d 
like to have. And that’s your price. 

Another method is to find out what your 
customers are ready to spend on that product. 
Then you set the price to match. 

And a third way is to look at the competition. 

You see what your competitors are asking for the 
same kind of product and you set your price at 
about the same, or lower if you want to be 
competitive. 

Pricing is really difficult to get right and 
companies have to think carefully about the 
different factors. For example, ask: Who are your 
target customers and is price important for them? 
A second question is: What kind of product or 
service are you selling? Because if it’s a quality 
product or a special service that no one else can 
offer, then asking a lower price won’t help your 
sales. Pricing should be part of your plan. You 
shouldn’t develop a product and then say: ‘OK, 
now let’s think of a price.’ 



Presenter 1 

Graph A shows the company share price over the 
first six months of the year. As you can see, the 
share price has increased from 95 cents in January 
to 105 cents in June. 

Presenter 2 

Graph B shows changes in the price of oil during 
the last year. As you can see, the price has 
fluctuated between 30 and 40 dollars a barrel. 



Presenter 3 

Graph C shows the average cost of renting an 
apartment between 2000 and 2005. As you can 
see, the cost reached a peak of 150 euros a square 
metre in 2001. More recently, the cost has fallen. 

Presenter 4 

Graph D shows the average cost of travel between 
London and Paris over a five-year period. As you 
can see, the cost fell to a low point in 2003. But in 
the last year, it has gone up. 

Presenter 5 

Graph E shows the rate of inflation over the last 
three years. As you can see, the rate has remained 
steady at 3.5 per cent during this period. 
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Task 1 
March 

It’s March 3lst and it’s 6pm. EU Airlines reports 
losses over the last three months of 45 million 
euros. The company has debts of 3 billion euros 
and ticket sales are falling. This is partly due to a 
downturn in the world economy, and partly due 
to competition fforn low cost airlines. Frank 
Petit, the airline’s CEO, has announced today that 
the company is planning to cut costs. Four 
thousand people will lose their jobs over the 
next year. The share price rose to one euro eighty 
in January, but has since fallen, and stands at 
one euro per share today. 

June 

It’s June 30th and it’s 6pm. EU Airlines reports an 
increase in profits over the last three months. 
Thanks to a programme of cost cutting, profits for 
the quarter reached 63 million euros. However, 
the airline’s workforce are planning strikes in 
protest against job cuts. These strikes will cause 
problems for passengers which could result in a 
fall in ticket sales. The share price has risen over 
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the last three months and reached a peak of two 
euros at the beginning of June. But news of the 
planned strikes has pushed the price down again 
and today it stands at one euro sixty per share. 

September 

It’s September 30th and it’s 6pm. EU Airlines 
reports a big rise in profits over the last three 
months, reaching a total of 125 million euros for 
the quarter. Passenger numbers have increased 
substantially to Asia and the Pacific, North and 
South America, the Middle East and Affica. Only 
numbers within Europe remain low because of 
competition from low-cost airlines. The company 
has solved its employee relations problems and 
the strikes planned for the summer did not take 
place. The share price has increased over the last 
three months and has reached three euros fifty, 
the highest level for the year so far. 

Task 2 
December 

It’s December 31st and it’s 6pm. EU Airlines has 
reported a fall in profits over the last three 
months, ffom 125 million euros in the third 
quarter to just 65 million for the fourth quarter. 
The recent rise in oil prices has put pressure on 
the airlines to increase fares. As a result, 
passenger numbers have fallen. And strikes at 
three major airports during a holiday weekend 
in November meant that many passengers were 
not able to fly. The share price has fallen by 
more than a third in the last quarter and 
currently stands at two euros. 



Part two 

Interviewer: What do you mean by ‘special 
cases’? 

Well, for example, if someone is applying 
for insurance, on the application form we ask 
the question: ‘Have you made any previous 
claims in the last four years?’ When someone 
has made three claims or more in a four-year 
period, we see that person as ‘high risk’ and 
we don’t really want to offer them cover. But 
there may be cases where we can review the 
situation. For example, a customer who made 
several claims for theft lived in an area of 
high crime. But perhaps he has now moved to 
a new address in a district with less crime. So 
we can review his case. Sometimes we agree to 
accept the risk but with special terms and 
conditions. We may quote a higher premium 
or oflfer only limited cover. 
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Irene 

The fact is, it’s company policy. We don’t insure 
people with a criminal conviction. He has a 
criminal conviction, so we can’t oflfer him 
insurance. 

Jane 

I understand your point, but he was convicted 20 
years ago! He hasn’t done anything wrong since 
then. Don't you think we should review the 
situation? 
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Part one 

Interviewer: Can you explain how an insurance 
company is structured? 
ie: Well, we have three main departments: 
life products, commercial insurance and 
private insurance. Each department has a 
manager who is in charge of the staff and 
takes care of general administration. Each 
department also has clerical staff, who answer 
the phone and deal with online applications 
and claims. They handle most applications 
and claims. But when there are special cases, 
they bring them to the underwriters, who are 
experts on the products handled by that 
department. When there is a question about 
an application for insurance cover, the 
underwriters make the decision to accept or 
decline the risk. 



Mike 

On the other hand, we don’t know that he hasn’t 
done anything wrong. Maybe he simply hasn’t 
been caught by the police. 

Jane 

Yes, but it’s also possible that he’s now an honest 
person. And in that case, our policy is unfair. 

Irene 

Surely the main point is that he has been 
dishonest. My view is that we shouldn’t take the 
risk. He could be dishonest again. 

Mike 

That’s right - you have to consider the risk. In this 
case, the risk is too great. 
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Dedsion page 100 

Carl Herring 

The insurance company’s view was that Jane did 
not take reasonable steps to prevent the theft. The 
problem is to decide what the ‘reasonable steps’ 
are. Did Jane act in an unreasonable way? No one 
told Jane to replace the Iocks of her car. She 
reported the theft of her handbag to the police 
and her insurance company - but she was not 
given any advice about changing the car’s locks. 
So the insurance company couldn’t expect her to 
know that it was her responsibility. Jane did 
replace the locks on her house - which costs 
about €80. On the other hand, the cost of 
replacing the electronic locks on a car is nearly 
€1,000. It wasn’t reasonable to do this on an old 
car. So our ruling in this case is that the decision 
was unfair and the company should settle the 
claim. 
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Customer service trainer 

It is very important to be polite and helpful at all 
times, and to see things from the customer’s point 
of view. 

If a customer is very angry about a mistake, stay 
calm. Don’t get angry yourself. You may think: ‘I 
didn’t make the mistake. This isn’t my 
responsibility.’ Dealing with customers’ 
complaints often means solving problems that 
aren’t your fault. The answer is to solve the 
problem professionally as part of the job. 

When the customer explains the problem, listen 
carefully and repeat to check that you have 
understood. Often the customer just wants to 
express his feelings. If he doesn’t demand any 
action, you’ll have to suggest a solution. 

Sometimes you can't do exactly what the 
customer would like you to do. In this situation, 
you have to say what you can do. It is essential to 
use the right language. You will give the customer 
more confidence if you say: ‘I will’; not T might’ 
or T can’t’. Don’t say: ‘I don’t think we can do 
that’, say: T will find out for you’. 

Of course there are times when you just can’t win. 
For example, if it’s a very difficult person who 
will not cooperate, then you probably won’t find 
a solution. But you'H know that you have done 
your best. You have to try to provide your 
customer with what he or she wants. 



OT Components. How may I help? 

Good morning. This is Magda Zawadski 
from Fortuna in Poland. We recently ordered 
some components and I’m affaid we’ve got a 
problem. We ordered 15 but you sent 50! 

Oh! I’m sorry about that. How many have 
we charged for in the invoice? 

Magc You charged for 50. And unfortunately, 
we have paid by automatic payment. So it 
means we have paid too much. 
te: Yes I see. Well we’ve got two options. I 
can either send you a credit note, or I can 
request the accounts department to refund 
your money. Ifyou are ordering from us 
again, it’ll be easier to send you a credit note. 
If I arrange a refund, you’ll have to wait three 
to four weeks before you receive it. 

Mc .da: Well, we probably won’t order from you 
again for two to three months. So it’s better if 
you refund the money. 

»ha ie: OK. That’s no problem. I’ll arrange that 
for you. And ITI also ask our distributor to 
collect the extra units that you don’t want. 

Magda: OK, thank you very much. 

Shane: I’m sorry about the mistake. Please accept 
our apologies. 



Unit 12 



Decision page 108 



Mandy Dunwoody 

We had to make some difificult decisions. We 
decided not to recruit more staffbut to try to 
keep the stafifwe have and improve staflf training. 
This was essential because customer feedback told 
us that our customer service was poor. So we 
increased the training programme for new 
workers from one day to two days. We also 
introduced a weekly training session in each 
store. This has helped to develop service skills 
and to keep staff up to-date with new 
information about products. 

We also increased stafif pay levels. We ofifered a 3 
per cent pay increase to everybody. But because 
we had a problem keeping stafif for a long time, 
we oflfered a 5 per cent increase to staflf who 
stayed more than one year. We also oflfer bonuses 
to people who show the most enthusiasm and the 
best customer service skills. 

We are very pleased with the results of our 
decisions. Our customer service has improved, 
our customers are happy, and more of them come 
back to shop in our stores again. 
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Ircterviewer + Paul Gardner 

Is productivity an important concept in your 
business? 

P Yes, it is. When you increase productivity, you 
reduce costs and increase your profit. And all 
businesses are trying to increase profit. 

How have you increased productivity? 

P Mainly by investing in new equipment that 
uses up-to-date technology and does the work 
more eflficiently. But experience is also vital. 
We started in 1986, and we have learnt a lot. 
We’ve improved our methods and learnt how 
to solve problems. 

What kind of problems? 

P Well as we’re a chemical plant, it’s technical 
problems, mainly. If there’s a problem with 
the process, it will produce a poor quality 
product which we can’t sell and we lose a lot 
of money. Mistakes can be very expensive! But 
people are the biggest problem - managing 
people. 

Why is that? 

P Well, if there’s a lot of work to do, people 
don’t always agree to work overtime, 
especially if it’s at night. Or people may be 
sick and then we are short of staflf. 

Is it a problem to find good workers? 

P It’s very diflficult. So when you’ve found good 
people, you want to keep them. We’ve been 
very successful in keeping our staflf. Most have 
been with us for more than ten years. They 
have a lot of experience and they all work 
well as a team. That’s essential to high 
productivity - good teamwork! 
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Gavin FLoyd 

My job is to improve productivity by trying to 
maximise the use of resources. In our company, 
we use a system called ‘Six Sigma’ which many 
companies use to improve productivity. The 
system helps us to create a plan of the production 
process from raw materials to finished goods. We 
collect data about each stage, and the system 
analyses the data. This may show that we are 
wasting time or resources on something that isn’t 
essential, so we cut it out. We may cut out part of 
the production process, or we may reduce the use 
of some materials. We’re trying to save costs on 
anything that isn’t absolutely essential to 
production or to the product. Six Sigma helps us 



to reduce every kind of waste - wasted time, 
wasted resources and wasted energy. 
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Extract 1 

I know this isn’t on our agenda today, 
but could we quickly talk about 
holidays? 

OK - but we’re running out of time, so 
can you please keep it short? 

Extract 2 

Does anyone have any other questions 
about the schedule? 

‘No’ ‘That’s OK’ ‘Fine’. 

It’s time to finish. Thank you all for 
coming. 

Extract 3 

OK. Let’s start. We don’t have much time 
this morning because the inspectors are 
coming and we must finish by 11 o’clock. 
So, have you all seen the document I sent 
you? 
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George Mann 

We decided to reduce the targets for the 
productivity bonus to make it easier to earn a 
bonus. We thought it would make people work 
harder and we expected that better productivity 
would fbllow. In fact, the decision was a disaster. 
It made things worse, because workers still failed 
to meet production targets and their morale fell 
even lower. In the end we had to ask Patrick 
Massey, the old production manager, to come 
back to the company. He was a strong leader 
and very popular. He didn’t want his old job 
back so we oflfered him a position on the board 
of directors. The workers were happy to see him 
back and morale improved immediately. Roland 
Court decided to leave and Patrick helped to 
recruit a new production manager who could do 
the job efficiently. At last productivity has started 
to improve again and we’ve learnt that good 
leadership and good people management are 
absolutely essential to high productivity. 
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Pronunriation : J. 



Example economv 
imagination 
competition 
accident 
innovation 



economical 

imaginative 

competitive 

accidental 

innovative 
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terviewer - Paul S-iunders 
Part one 

In what fields of business is creativity 
especially important? 

P Every business. People think that creativity is 
only important in marketing, or advertising. 
But it’s just as important in engineering, for 
example. In today’s business world, there’s a 
lot of competition so you have to do 
something different - something no one else 
is doing. 



How can companies be diflferent? 

P It’s the people in the company who make the 
difference. Your competitors can copy your 
products, but they can’t copy your people. 

Are some people more creative than others? 

P The old thinking was that only some people 
are creative. But everyone can be creative - 
just in different ways. There are two types of 
people. Adaptors are careful and realistic. 

They look after the details. They are important 
for making improvements in the day-to-day 
running of the business. For example, they 
may find ways to reduce product faults. 
Innovators are people who want radical 
changes. They like to challenge the normal 
way of doing things and are happy to take 
risks. These people are important to a 
company when things are changing. But 
they’re not team players and they usually hate 
meetings. So it may be hard for them to work 
together with the adaptors. 

What can managers do to stimulate 
creativity? 

P People can only be creative in the right 
environment. It’s essential for managers to 
encourage their staff to make suggestions and 
be ready to try new things. To be a creative 
Ieader, you have to take risks and accept the 
possibility of failure. 
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Well, I can only see three solutions. 

Reprint the brochure, fire the person 
responsible, or print labels with the correct 
number. What do you think of the first idea? 
pr ik 2: We can’t reprint two million 

brochures. The cost would be much too high. 
Ifwe did that, we would use all our marketing 
budget for the next two years! 

OK. What about the second idea? Fire 
the person responsible? 

Maybe! But it wouldn’t help. 

It wouldn’t solve the problem. 

And the third idea - to print labels 
with the correct telephone number? 

That would work. But we’d have to 
stick them on each brochure. It would take a 
long time! 

And it wouldn’t look good. It would 
be obvious that we’d made a mistake. 
p* ker What we really want is a good 

brochure with no mistakes and no extra cost! 
What else could we do? 

Part two 

OK. Let’s look at this another way. 

What if the number was correct? 

But it isn’t correct. What do you mean? 

What if we contacted the telephone 
company and asked them to change the 
number? 

Ah! 

That could be the solution! Brilliant! 
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The gold mining company, Goldcorp, has 
discovered gold at its Red Lake mine in northern 
Ontario. The new discovety contains high grade 
gold ore and could make Goldcorp the richest 
gold mine in the world. 

CEO Rob McEwen, shocked the industty recently 
when he held a competition for the world’s 
geologists to help him find gold. Mr McEwen put 
details of the area’s geology on the internet and 
offered prize money to anyone who could suggest 
the best place to dig for gold. More than 1,400 
entries were received from scientists around the 
world. The judges were surprised at the creativity 
of the competitors, who had never visited the 
mine and carried out their research using only 
computer models. The top prize of $105,000 went 
to a group of geologists from Australia whose 
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work led to the new discovery. The results have 
been a spectacular success and the Red Lake mine 
is now producing 504,000 ounces of high grade 
gold per year. 
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Dilys Breeze 

Motivation means different things to different 
people. Some people are motivated by money and 
competition; others are motivated by working in 
a friendly environment, or being able to have fun. 

Most people feel motivated when they know they 
are making a contribution, and doing something 
useful. People need to receive praise. They want to 
feel that others listen to their problems or 
suggestions. And most want to develop their skills 
and Iearn new things. 

It’s important for managers to stimulate and 
encourage their stafif to get the best from them. 
Staffwill be more motivated if they have a 
challenge, and the work is interesting. But they 
also need to believe that they can do the job. So 
it’s important for managers to support their staff, 
listen to their problems and help them feel more 
confident. People only get satisfaction from work 
if they feel they can do it well. 
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attention to these factors so that their staff will be 
more productive. 
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Interyiewer + candidate 
1 1 

Why did you leave your previous job? 

Because the pay wasn’t very good, so I decided 
to look for something better. 

Why did you leave your previous job? 

Because it wasn’t a challenge any more. The 
job was the same every day, so there was 
nothing new to learn. 

3 

Why have you applied for this job? 

So that I can learn something new and 
develop my skills. 

I 4 

Why have you decided to change your job? 
The company I work for at the moment is 
very small. That means that the career 
prospects aren’t very good. 

5 

I: Why have you applied for this job? 

In order to improve my career prospects. This 
is a bigger company, so I think I’ll have more 
opportunities. 



Clark Morris 

To feel motivated, workers have four kinds of 
needs called the four Cs. The first C is connection. 
To feel connected to the company, people need to 
understand their role and feel that they are 
helping to achieve the company goals. The second 
C is content. Workers need to enjoy the job in 
order to get satisfaction from it. The third C is 
context: the compan/s systems and organisation. 
This can include the IT network, machine 
maintenance, or the pay system. If things don’t 
work smoothly - because the computer system is 
out-of date, for example - workers will soon 
become demotivated because they can’t do a good 
job. 'The final C is climate, or company culture. It 
depends on the relationships between 
management and staff. In order to create a good 
climate, managers need to listen to the staff and 
respond to their suggestions. They should 
encourage staff to have ideas and use their 
initiative, and support their team when they need 
help. Employees may feel angry or stressed if the 
climate is poor. So it’s very important to create a 
good climate. Companies should pay close 
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Kok Tan Hiang 

When we moved, we changed our office design. 
We built larger working spaces where people 
could sit together. We only needed work spaces 
for two-thirds of our staff, so hot-desking was the 
obvious solution. We also wanted to create a 
more democratic workplace. We wanted better 
communication between people at all levels. . 

Was it a good decision? Well, hot-desking was a 
good solution for us. We already had the 
technology to implement the new working 
arrangements. Many of our staff, such as sales 
and technical teams, like the hot-desking 
arrangement. They have a dynamic environment 
to work in and it helps them to be more creative. 
However, we had to make permanent work spaces 
for people who were dissatisfied with the new 
arrangement. The lawyers, for example, needed 
permanent space to store books. In the business 
world of today, you have to be ready to change. 
Fortunately, most of our workers adapted easily. 
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Learn Business 

• Topic-based Coursebook provides an accessible introduction to key 
concepts in toda/s business world 

• Informative and up-to-date authentic material from the Economist 

• Fully benchmarked alongside the Cambridge BEC exam suite and Common 
European Framework 

• Workbook with extensive exam practice and BEC Preliminary Practice Test 

• Thorough writing support in dedicated Style Guide booklet 



Do Business 

• Skills Book provides intensive, skills-based training in executive business 
skills. Accompanying interactive CDROM includes audio material for 
self-study 

• Core syllabus allows Skills Book to be used independently or as a 
f ully-i nteg rated Coursebook supplement 

Intelligent 

Business 



Coursebook with Style Guide booklet 
Workbook with audio CD 
Skills Book with interactive CDROM 
Teacher's Book 
www.intelligent-business.org 
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